Analysis of dialectical tensions and communication strategies of resident managers and resident assistants by Keippel, April Ennis
University of Montana 
ScholarWorks at University of Montana 
Graduate Student Theses, Dissertations, & 
Professional Papers Graduate School 
1998 
Analysis of dialectical tensions and communication strategies of 
resident managers and resident assistants 
April Ennis Keippel 
The University of Montana 
Follow this and additional works at: https://scholarworks.umt.edu/etd 
Let us know how access to this document benefits you. 
Recommended Citation 
Keippel, April Ennis, "Analysis of dialectical tensions and communication strategies of resident managers 
and resident assistants" (1998). Graduate Student Theses, Dissertations, & Professional Papers. 1530. 
https://scholarworks.umt.edu/etd/1530 
This Thesis is brought to you for free and open access by the Graduate School at ScholarWorks at University of 
Montana. It has been accepted for inclusion in Graduate Student Theses, Dissertations, & Professional Papers by an 
authorized administrator of ScholarWorks at University of Montana. For more information, please contact 
scholarworks@mso.umt.edu. 
Maureen and Mike
MANSFIELD LIBRARY
The University of IVIONTANA
Pennission is granted by the author to reproduce tliis material in its entirety, 
provided that this material is used for scholarly purposes and is properly cited in 
published works and reports.
* *  P lease check "Yes" or "No" and provide  signature * *
Yes, I grant permission 
No, I do not grant permission
Author's Signature
Date
Any copying for commercial purposes or financial gain may be undertaken only with 
the author's explicit consent.

An Analysis of Dialectical T ensions and  Com m unication S trateg ies 
of R esident M anagers and  R esident A ssistan ts
by
April Ennis Keippel 
B.A. University of M ontana, 1996 
P resen ted  in partial fulfillment of the requirem ents for the  deg ree
M aster of Arts 
T he University of M ontana 
1998
Approved by:
rsoi
D ean, G raduate  School
D ate
UMI Number; EP35617
All rights reserved
INFORMATION TO ALL USERS 
The quality of this reproduction is dependent upon the quality of the copy submitted.
In the unlikely event that the author did not send  a complete manuscript 
and there are  missing pages, th ese  will be noted. Also, if material had to be removed,
a note will indicate the deletion.
Dl»0#tmllnn PWbWNng
UMI EP35617
Published by ProQ uest LLC (2012). Copyright in the Dissertation held by the Author.
Microform Edition © ProQ uest LLC.
All rights reserved. This work is protected against 
unauthorized copying under Title 17, United S ta tes Code
ProQ uest LLC.
789 East Eisenhower Parkway 
P.O. Box 1346 
Ann Arbor, Ml 4 8 1 0 6 -1 3 4 6
Keippel, April, E., M. A., May 1998 Com m unication S tudies
An Analysis of the  Dialectical T ensions and  Com m unication S tra teg ies  of 
R esident M anagers and  R esident A ssistan ts
Director: Sally P la n a lp ^ ^ ^ O
R esident apartm en t m anagers , resident motel m anagers , and  resident 
a ss is tan ts  a re  required to live and  work in the  sa m e  place. In addition, they  live 
and  work in c lo se  proximity to their clients which is likely to c rea te  friendships. In 
this study, I focused  on the  dialectical tensions experienced  by resident 
m anagers  an d  resident a ss is tan ts  and  the  com m unication s tra teg ies  u sed  to 
m anage  th o se  tensions.
Qualitative m ethods w ere u sed , specifically in-depth interviewing of resident 
assis tan ts, resident motel m an ag ers  and  resident apartm ent m an ag ers  from 
M ontana and  Idaho. Several dialectical tensions w ere found to be p resen t for 
th e se  on-site m anagers: Autonom y/Connection, E xpressiveness/P ro tectiveness, 
Judgem ent/A ccep tance, Equality/Expertise, Impartiality/Favoritism. T ensions of 
Autonom y/Connection and  E xpressiveness/P ro tectiveness related to issu es  of 
privacy. Many of the  on-site m an ag ers  felt they could not keep  their work and  
personal lives sep a ra te . T ensions of Judgem ent/A ccep tance  occurred w hen 
m anagers  w ere forced to apply policies uniformly, but w anted  to be 
understanding of specific c ircum stances. Finally, ten sio n s  of Equality/Expertise 
and  Impartiality/Favoritism occurred w hen the on-site m an ag ers  w ere trying to be 
friendly, or even  friends with their residents.
On-site m an ag ers  w ere a lso  ask ed  about the  multiple roles they  had  a s  part of 
their jobs and  w hether any of th o se  roles conflicted. R esident a ss is tan ts  viewed 
"being a  friend" a s  a  role and  experienced  m any tensions from trying to be a  
friend and an  authority figure sim ultaneously. M anagers w ere  a sk ed  to  give a  
definition of a  friend and  m any viewed their residen ts a s  friends.
The final section exam ined com m unication s tra teg ies  em ployed by on-site 
m anagers  to m anage  th e se  tensions. Eight s tra teg ies  w ere identified: 
segm entation, denial, spiraling inversion, reaffirmation, em pathy, em otion control, 
speaking a s  a  peer, and  defining friendship requirem ents. Implications of th e se  
s tra teg ies and  su ggestions for further resea rch  a re  a lso  d iscu ssed .
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CHAPTER ONE; INTRODUCTION AND LITERATURE REVIEW
“I don’t know if you know anything about farming, but if you know 
about milk cow s, it’s  like having 100 milk cow s, you’re alw ays 
feeding them , milking them , w atering them . It’s  a  constan t job."
-"Bob", a  resident m an ag er
Introduction
For an  estim ated  20 million w orkers, telecom m uting and  other form s of 
hom e-based  work a re  a  reality (Deming, 1994). C h an g es  a re  occurring in the  
workplace that modify traditional conceptions of "going to work." C om panies a re  
developing practices su ch  a s  "hoteling" w here d esk s  a re  ass ig n ed  according to a  
reservation system  and  "hot-desking" w here severa l em ployees u se  the  sa m e  
d esk  a t different tim es (W arner, 1997). C h an g es  in technology, w om en’s  d esires  
to bring in incom e and  take  care  of their families, and  co m p an ies’ n e ed s  to cut 
down on office e x p en se s  all have contributed to an  increase  in the  num ber of 
hom e-based  w orkers. Yet, little is known about the  ad v an tag es  and 
d isadvan tages of hom e-b ased  work. Is it, a s  so m e popular m agazines proclaim, 
the  solution to overcrow ded freew ays and  costly childcare? Or is it, a s  o thers 
suggest, laden with problem s such  a s  underpaid w orkers?
Even though hom e-b ased  work continues to increase  due to technological 
advances, m ost resea rch  is focused  on only one  type of h om e-based  worker, the 
telecom m uter. S om e resea rch  fo cu ses  on a  broad  conception of hom e-b ased  
workers, but even  it fails to consider differences in occupations. Instead of 
focusing on te lecom m uters, I p ropose  to focus on ano ther type of hom e-b ased  
worker b e ca u se  of their unique relationship with their clients. Unlike 
telecom m uters who often can  work on ta sk s  w hen it is convenient for 
them selves, resident a ss is tan ts , resident apartm ent m anagers , and resident 
motel m an ag ers  m ust respond  to their residents a s  situations arise. In addition,
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they  a re  required to live in c lose  proximity to their clients. This c re a te s  unique 
challenges for th e se  on-site m an ag ers  to negotiate. This study is in direct 
re sp o n se  to the  n eed  for further research  into this unique work situation. In 
o rder to better understand  this unique working situation, I begin with a  review of 
the  literature.
Work and  Hom e 
Historical Background
Before the  industrial revolution, little distinction w as m ade  betw een hom e 
and  work b ecau se  the  econom y w as m ade  up of co ttage  industries. P roducts 
w ere c rea ted  within individual hom es. Then, a s  the  industrial revolution took 
hold, hom e and  work developed a s  sep a ra te  a re a s  of an  individual’s  life (Henslin, 
1985). Home w as the  private sp h ere  of life, while work w as the  public sp h ere  
(Campbell, 1989). No longer did individuals c rea te  products within their hom es, 
they  now w ent "to work." Large factories rep laced  the  small co ttag es  and 
m achines replaced h andm ade  crafts. With th e  notable exception of farm ers and  
ranchers, work and  hom e w ere now two distinct a re n as . Shorter (1977) 
states,"N ow adays, the  dividing line betw een private and  public sp h e re s  is clearly 
draw n, and  efforts to blur it a re  see n  a s  o ffenses ag a in st civil liberty" (p. 53).
However, som e re sea rch ers  su g g es t this dividing line is slowly becom ing 
blurred again. "The boundaries which have  traditionally ex isted  betw een  
organizations, individuals, family, hom e life, and  com m unity will d isap p ea r a s  
work becom es situation independent and  cen te red  in the  home" (G uevara & Old, 
1996, p. 712). McGoon (1996) su g g es ts  tha t unlike the  ch an g es  brought about 
by th e  industrial revolution which drove w orkers out of the  hom e and  into 
factories, the current technological ad v an ces  have  c rea ted  an  opportunity for the 
return of work into the  hom e.
Technological ad v an ces  a re  only one  of several factors tha t have 
contributed to th e  increased  interest in h om e-based  work (M asuo, W alker, & 
Furry, 1992). T he unstable  econom y of the  1970’s  and  1980’s  brought abou t a  
d em and  for a  lean er labor force, corporate restructuring an d  layoffs led so m e  
w orkers to start their own b u s in esses  out of the hom e (C ohen, 1997; Rowe, 
Stafford, & O w en, 1992). In addition, com panies d iscovered  they  could sav e  an 
estim ated  $5 ,000 annually in real e s ta te  co sts  and  operating co sts  by having 
em ployees work at hom e (Reilly, 1997). For exam ple, G eorgia Pow er found they 
could sav e  $100,000 a  y e a r by having their em ployees te lecom m ute (M cCune, 
1998). T he 1990 C lean Air Act a lso  influenced the  in c rease  in hom e-based  
w orkers (Edw ards & Field-Handley, 1996; Romei, & Fernberg, 1995). The C lean 
Air Act requires em ployers in the  m ost polluted cities of the  United S ta te s  to 
reduce  their em ployee com m uting by 25% . In addition to th e  C lean Air Act, the  
governm ent lifted a  ban on alm ost all types of hom e-b ased  work and  replaced 
the  ban  with a  certification system  in the early 1980’s  (M asuo et. al., 1992). The 
only prohibitions that rem ained w ere for w om en’s  apparel and  h azardous jewelry 
making jobs.
In addition to influences of com panies and  the  governm ent, in c reases  in 
h om e-based  work have a lso  been  brought about by em ployee dem and . The 
com position of th e  workforce h a s  changed  to include m ore w om en with young 
children and self-em ployed individuals (Pow ers, 1995, M asuo et. al., 1992). 
G eneration X em ployees, th o se  born betw een 1965 and  1985, have also 
im pacted the  w orkplace (Herm an, 1998). E m ployees in this a g e  group dem and  
flexible work sched u les  m ore often than  o ther groups. As O uellette (1998) notes, 
com panies a re  offering telecom m uting a s  a  bonus to attract em ployees.
H om e-based  W orkers
Total num bers
Already the  B ureau of Labor Statistics estim ates  20 million nonfarm 
w orkers work a t hom e a s  part of their jobs, m any unofficially (Deming, 1994).
For exam ple, m any w orkers take projects hom e to work on after regular office 
hours (Russell, 1996). Find/SV P’s  Am erican Information U ser 1994 survey  (in 
R ussell, 1996) found 9.1 million people spending  a t least one  or two days a  
m onth working a t hom e (a twenty percen t gain over the  num ber working a t hom e 
in 1993). C ohen  (1997) n o tes  that "telecommuting alone is expanding a t a  rate 
of 15% per y ear and  is estim ated  to have  involved 30 million people in 1996" (p. 
51). The federal governm ent estim ates that about 25 ,000 of their workers 
telecom m ute regularly (M cCune, 1998). Kraut (1989) estim ates  that only 2%  of 
th e  labor force works at hom e exclusively.
Problem s with m easu rem en t
Exact num bers of hom e-based  w orkers vary b e ca u se  of m easu rem en t 
difficulties. Kraut (1989) no tes undercounts of hom e-b ased  w orkers b e c a u se  of 
different definitions u sed  by different ag en c ies  and  an  unwillingness by so m e 
w orkers to say  they  work a t hom e. For exam ple, so m e h om e-based  w orkers 
might hesita te  to reveal they  work at hom e b e ca u se  they failed to report the  
incom e to th e  1RS or so m e might claim a  hom e-b ased  b u s in ess  for tax 
adv an tag es. Still, the  primary difficulty in m easuring h o m e-b ased  w orkers s ee m s  
to be the lack of a  c lear definition. As Rowe et. al. suggest, "system atic d a ta  on 
h om e-based  work, or the  generation of incom e at hom e, have  b een  limited in 
part b e ca u se  there  h a s  b een  no standard ized  definition u sed  for work a t home" 
(1992, p. 163) The B ureau of the  C en su s  counted  h o m e-b ased  w orkers a s  
th o se  that responded  that they  worked a t hom e w hen they w ere ask ed  about
transportation (M asuo, et. al. 1992). The C urrent Population Survey by the  U.S. 
B ureau of Labor S tatistics definition included any  person  who took work hom e a s  
a  part of h is/her regular job, so  their definition included farm ers and  occasional 
w orkers (M asuo et. al., 1992). In 1991, the  Supplem ent to the C en su s  of the 
Population defined ho m e-b ased  w orkers a s  all nonfarm  w orkers who did any 
work at hom e a s  part of their regular job (Deming, 1994). Deming com pared  the  
hours individuals reported  they  worked a t hom e with the  total num ber of hours 
worked and considered  th o se  w hose total hours and  hom e work hours w ere the  
sam e  to be ho m e-b ased  w orkers. M asuo et. al. (1992, p. 252) defined 
hom e-based  w orkers in their nine s ta te  study a s  "a person  a t least 18 y ears  of 
ag e  who worked in or from the  hom e to earn  incom e for a  minimum of 312 hours 
over the  p ast twelve m onths (without an office or o ther regular w orkplace of the  
property for this job)." Unfortunately, the  stud ies conducted  on a  large sca le  do 
not have a  clear-cut, uniform definition of a  hom e-b ased  worker.
D em ographic C haracteristics
Edw ards an d  Field-Handley (1996) exam ined the  dem ographics of 
hom e-based  w orkers and  found they w ere twice a s  likely to be  d isabled  a s  
on-site workers, m ore likely to be self-em ployed (63%), and  m ore likely to work 
nonstandard  hours (either few er than 35 or m ore than 45). O ver half the w orkers 
they  studied w ere m arried with young children. Overall, they  found m ost 
hom e-based  w orkers a re  rural, self-em ployed, white fem ales in the  service 
industry (Edw ards & Field-Hendrey, 1996). M asuo et. al., (1992) described  the  
typical h om e-based  w orker of their study a s  an  older m ale b u s in ess  owner, such  
a s  hom e m ain tenance  contractors or truck drivers. In contrast, Horvath (1986) 
found m ost hom e-b ased  w orkers to be  in m anagerial and  professional jobs. 
Pow ers (1995) in a  study of hom e-based  w orkers in New York found m ost
hom e-b ased  w orkers to be n ea r middle age, well ed u ca ted , an d  male. Locker & 
Scannell (1992) found hom e-b ased  w orkers in a  nine s ta te  project to be  primarily 
b u sin ess  ow ners (75%) rather than  w age w orkers (25%).
A dvantaces
W orking at hom e h as  severa l adv an tag es. Several su rveys have noted 
flexibility a s  the  m ajor benefit of working at hom e (Pratt, 1987, Kraut, 1989; 
Deming, 1994; Pow ers, 1995). For exam ple, hom e-b ased  b u s in e sse s  offer an  
individual opportunity for flexible hours by com bining in d ep endence  with work 
and  family responsibilities. As W ood (1994) no tes traditional work sch ed u les  "do 
not accom m odate  family n eed s  and  schedules" (p. 281). Nearly two-thirds of 
couples a re  dual workers, which m ean s  children a re  often left in day care . Child 
ca re  is expensive and  m any paren ts  feel uncom fortable leaving small children 
with s trangers. Working at hom e provides a  way to  work full-time and  take  care  
of children (M asuo et. al., 1992; Pow ers, 1995).
In addition to flexibility in m eshing family responsibilities and  job 
responsibilities, hom e-based  work is often less costly than  traditional work. For 
exam ple, individuals tha t own their own bu sin ess  can  sav e  on overhead  co sts  by 
working out of their hom es (Pratt, 1987; Kraut, 1989). T elecom m uters can 
reduce e x p en se s  of m oney and tim e required to travel (French, 1994; Kraut,
1989). Even th o se  who only work a t hom e part-time still c an  sav e  m oney on car 
repairs, gasoline, and  o ther traveling e x p en ses  (Pow ers, 1995, Baruch & 
Nicholson, 1 9 9 7 ;. For individuals living in suburbs of large m etropolitan a reas , 
the  possibility of avoiding a  slow moving com m ute h a s  ad d ed  appeal.
D isadvantages
Yet, while the  benefits of flexibility and cost have b een  em phasized  for 
h om e-based  workers, d isadvan tages a re  a lso  p re sen t with h o m e-b ased  work.
For exam ple, French (1994) d escribes the  d isad v an tag es  cf telecom m uting a s  
having dim inished ties to superv isors and cow crkers, lack cf benefits, and weight 
gain from being too close  to the refrigerator. P ow ers (1995) found in his study of 
h om e-based  w orkers in New York that h om e-based  w orkers often felt they 
worked too m uch, lacked privacy, and  had to con tend  with constan t interruptions 
from their children. In o rder to m ake up for interruptions, the  w orkers would have  
to cut down on o ther activities such  a s  sleeping, socializing, or housecleaning . 
R oha (1997) d escribes loneliness and  isolation a s  one  of the  d isad v an tag es  of 
hom e-based  work. In addition, sh e  no tes that a  h o m e-b ased  worker m ust be 
self-disciplined to avoid distractions of so ap  operas, the  refrigerator, and 
housew ork. Allen & M oorman (1997) found ho m e-b ased  w orkers moving back  to 
the office after being d isenchan ted  with the lack of privacy, lack of support from 
fellow workers, and  a  perceived lack of professionalism  by their clients. Rowe, 
Stafford, & Owen (1992) describe  the  unions’ fea rs  that hom e-b ased  work 
underm ines labor s tan d ard s  of safety  and w ages. In addition, som e su g g es t that 
hom e-based  work exploits w orkers who have limited work options such  a s  
minorities or w om en with small children (Rowe et. al., 1992).
Im petus for the C urrent Study 
While th e se  d isadvan tages a re  important, an o th er im portant a sp ec t of the  
situation has b een  overlooked. Nothing is said  about the  s tra teg ies  the  individual 
u se s  to balance the  work and  hom e a sp e c ts  of their situation. For this reason , I 
p ropose  to focus on th e se  com m unication s tra teg ies  individuals u se  to balance  
the  work and hom e a sp e c ts  of their situation, but instead  of focusing on 
telecom m uters, I focus on ano ther type of hom e-b ased  w orker b e ca u se  of their 
unique relationship with their clients. Unlike te lecom m uters who often can  work 
on ta sk s  when it is convenient for them selves, resident a ss is tan ts , resident
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apartm ent m an ag ers , and  resident motel m an ag ers  m ust respond  to their 
residen ts a s  situations arise. In addition, they a re  required to live in c lose  
proximity to their clients. This c re a te s  unique challenges for th e se  on-site 
m anagers  to negotiate. For exam ple, privacy and  friendships a re  likely to be 
is su e s  b e ca u se  of the  nature  of the  work and  the  c lose  proximity to their clients. 
As a  form er resident a ss is tan t, I experienced  tensions a sso c ia ted  with my unique 
living-working situation unlike th o se  experienced  in any o ther work context. This 
served  a s  an  im petus for a  qualitative study of resident a ss is tan ts  (Ennis, Roth, & 
M aynard, 1997). Although the  study focused  on staff interactions, an interesting 
pattern occurred in interviews. W hen ask ed  w hat they  liked leas t about their job,' 
a lm ost ninety percen t of responden ts  described  the  difficulty of being a  friend and 
being a  disciplinarian. O ne responden t described  being a  disciplinarian a s  
"being put in the  situation w here it’s  difficult to be  a  friend to them  and w ant to 
help, try not to be hard, but let them  know they c ro ssed  the line. I feel like they 
h a te  m e w hen that happens." Another responden t described  it a s  "when they  get 
caugh t up in trouble and  I have to do it, I feel sick inside...I know you c an ’t be 
everybody’s friend, but it’s  an  uncom fortable role." T h ese  descriptions fit with the 
"pro-resident" style of apartm ent m anagem ent in which the  on-site  m anager 
strives to k eep  the  residen t happy and knows them  on a  first-nam e basis  (King, 
Langendoen, & Hummel, 1984). As King et al. s ta te  the  b iggest problem 
asso c ia ted  with pro-resident m anagem ent is that a s  a  good friend the m an ag e r 
h a s  difficulty enforcing the  rules.
As the  trend tow ard hom e-based  work continues, focusing on residential 
m an ag ers  provides insight into the  relational tensions of this unique situation. 
Bridge and Baxter (1992) call for resea rch  to "pursue the role tha t social context 
plays in the internal dynam ics of personal relationships. P ersona l relationships
a re  em bedded  not only in the  parties’ social netw orks of friends and  family but in 
work environm ents, a s  well" (p. 222). In order to exam ine the  tensions faced  by 
th e  h om e-based  worker, I turn to the  theoretical literature on dialectic tensions.
Dialectic T ensions
Dialectical Theory
The goal of this study w as to ex tend  dialectical theory  into a  different 
context. Dialectical theory h as  b een  u sed  to study  friendships (Rawlins, 1989), 
rom antic relationships (Baxter & Montgomery, 1996; M ontgomery, 1992; 
Goldsmith, 1990), friendship in the  w orkplace (Bridge & Baxter, 1992), and  the 
role of physical environm ents in relationships (Altman, 1993). By exam ining 
dialectical tensions faced  by on-site m anagers , I hoped  to ad d  a  new 
understanding of the  current conceptions of dialectical theory. Dialectical theory 
exam ines tensions by focusing on "the complexity and  d isorder of social life, not 
with the goal of ’sm oothing out’ its rough e d g es  but with the  goal of 
understanding its fundam ental ongoing m essiness"  (Baxter & M ontgomery, 1996, 
p. 3). Rawlins (1983) describes the  th ree  ten e ts  of a  dialectical perspective a s  
contradiction, interconnection, and  constan t change . B axter & M ontgomery 
(1996) describe four com m on th read s  of a  dialectical perspective; contradiction, 
totality, change, and  praxis.
Contradiction
Contradiction is the "both/and" quality of relating (Baxter & Montgomery, 
1996). H om e-based  workers experience  that "both/and" quality b e c a u se  they 
a re  combining hom e and  work. Goldsmith (1990) defines contradictions a s  "the 
underlying opposing tendencies  in a  phenom enon  which mutually exclude and 
sim ultaneously p resuppose  one another" (p. 538). Contradiction is different from 
role conflict b e ca u se  a  dialectic views the incompatibility a s  n e ce ssa ry  but p laces
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no value judgem ent on it (Baxter & M ontgomery, 1996). In contrast, role conflict 
is view ed a s  negative and  a  static state .
Interconnection
The seco n d  ten e t of a  dialectical perspective, interconnection, also  
labeled totality, m ean s  that any a sp e c t or com ponent of the  relationship exists 
and  can  be understood only in relation to the  o ther a sp e c ts  of the  relationship 
(Rawlins, 1983; Baxter & M ontgomery, 1996). Interconnection fits the  situation of 
the  on-site m anager. T he on-site m anager’s  work and  hom e a re  in terconnected. 
W hen som ething h ap p en s  in one  a re a  of h is/her life, it effects all a reas .
C hange
The next ten e t of a  dialectical perspective is constan t ch an g e  (Rawlins, 
1989; Baxter & M ontgomery, 1996). R elationships a re  not static, but rather 
constantly  changing and  being redefined. This ch an g e  occurs from the 
interaction of stability and  flux, so  even  w hen stability is perceived, ch ange  is 
occurring, only at a  slow er rate (Rawlins, 1989).
Praxis
The final ten e t of a  dialectical perspective, praxis, refers to the  idea that 
people a re  acto rs and objects of their actions all at once  (Baxter & M ontgomery, 
1996). Rawlins (1989) s ta te s , "the subject m olds and  is m olded by his or her 
social context" (p. 163). This m ean s that people p roduce and  a re  products of 
their own actions. For exam ple, an  on-site m an ag e r in a  conflict with a  resident 
both helped to produce the  conflict through h is/her actions and  sim ultaneously 
h is/her actions w ere produced by the  conflict situation.
Dialectical perspectives have b een  u sed  in severa l a re a s  of 
com m unication research , including: friendships (Rawlins, 1989), romantic 
relationships (Baxter & Montgomery, 1996; M ontgomery, 1992; Goldsmith,
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1990), friendship in the w orkplace (Bridge & Baxter, 1992), and  the  role of the 
physical environm ents in relationships (Altman, 1993). A dialectical perspective 
is applicable to a  wide variety of com m unication phenom enon , largely b e c a u se  it 
d ea ls  with "everyday hum an events" (Altman, 1993, p. 27). B axter (1992) 
desc rib es  how sh e  w as "struck by the  contradictions, contingencies, 
nonrationalities, and  multiple realities to which people gave  voice in their 
narrative sense-m ak ing  of their relational lives" (p. 330). A dialectical 
perspective  would en co m p ass  m any of the  issu es  of this study, including 
ten sions of the  physical environm ent and  tensions in friendships.
T vpes of Dialectics
Rawlins (1989) describes two types of dialectics: contextual and 
interactional. Contextual dialectics arise  out of a  situation, such  a s  the  dialectics 
of private and  public or ideal and  real (Rawlins, 1989). An exam ple of the 
dialectic of private and  public occurs in c ro ss-sex  friendships betw een  m arried 
individuals which a re  constrained  by the public notions of the  p roper role of 
friendship. So, even  though privately the  relationship might prove helpful for the 
marital relationship, the  public view of the  c ro ss-sex  friendship a s  harmful to the 
marital relationship might led the individuals to define their relationship a s  a  
professional relationship rather than  a  friendship. The situational dialectic of the 
ideal and  real occurs w hen people are  encouraged  to be  friendly with everyone, 
but they  need  to perform certain behaviors to be  considered  a  friend.
Friendships a re  defined and ranked according to an  ideal of a  "true" friend. 
B ecau se  on-site m an ag ers  a re  in a  particular type of situation, living w here they 
work, th e se  dialectics should be important.
Interactional dialectics occur a s  a  result of the  interactions within a  dyad 
(Rawlins, 1989). T hese  dialectics are  ongoing and  occur everyday  (Baxter &
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Montgomery, 1996) O n-site m anagers , unlike telecom m uters, m ust interact with 
their clients. T h ese  interactions c rea te  the  interactional dialectics.
Sum m ary
T here a re  four central ten e ts  of a  dialectical perspective; contradiction, 
interconnection (totality), change, and  praxis (Rawlins, 1983; Baxter & 
M ontgomery, 1996). Contradiction referred to the  "both/and" quality of relating. 
Unlike role conflict, contradictions a re  inherent, n ecessa ry , and  changing. In 
contrast, role conflict is s tab le  and  negative. Interconnection referred to any 
com ponent of the  relationship existing only in connection with all o ther a sp e c ts  of 
the  relationship. C h an g e  referred to constan t ch an g e  in which even  perceived 
stability w as only slow change. Finally, praxis referred to people  being 
sim ultaneous producers and  products of their own actions. The two ty pes of 
dialectics w ere a lso  exam ined: situational and  interactional.
Multiple R oles
Another perspective  for viewing tensions is to exam ine the  conflicting 
nature of multiple roles. Unlike a  dialectical perspective, role conflict is a  stab le, 
negative s ta te  (Baxter & Montgomery, 1996). Baxter and  M ontgom ery’s 
perspective exam ines the  intra-role conflict of the  incom patible expectations 
asso c ia ted  with the  individual’s  "role" a s  a  m em ber of a  relationship. In contrast, 
role conflict fo cu ses  on the  organizational roles of m em bers. Role conflict 
describes the  "degree to  which an  em ployee experiences conflicting role 
d em an d s and loyalties a t work" (Rahim & Psenicka, 1996, p. 74). Rahim and  
P sen icka (1996) found role conflict to be related to the likelihood of an em ployee 
leaving a  job. O ther stud ies have linked reduced  role conflict with increased  
custom er perception of service quality (Hartline & Ferrell, 1996). Role conflict 
and role ambiguity have  often b een  studied a s  a  c a u se  of s tre ss  in em ployees
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(Sm eltzer, 1987). R esident a ss is tan ts  and  residential m an ag e rs  a re  likely to 
have  multiple and  often conflicting roles.
Several re sea rch ers  h av e  exam ined this role conflict in resident 
a ss is tan ts . D eluga and  W inters (1990) studied resident a ss is tan ts  at a  primarily 
residential private b u sin ess  college and found resident a ss is tan ts  had  difficulty 
sim ultaneously coping with roles such  a s  disciplinarian, friend, model student, 
counselor, and  teacher. F uehrer and  M cG onagle studied resident a ss is tan ts  at 
one  M idwestern University and  discovered "when th e se  s tu d en ts  a re  called on a s  
RA’s  to discipline or settle interpersonal conflicts with their p eers, the confusion 
betw een  friend and professional roles m ay becom e severe" (1988, p. 249). The 
role of RA often c rea ted  a  conflict with the roles of p eer and  counselor. Kolek 
(1995) resea rch ed  th e se  multiple and  conflicting roles in his dissertation. He 
found fem ale resident a ss is tan ts  had higher levels of role-related s tre ss . Blimling 
& M iltenberger (1990) describe  four roles resident a ss is tan ts  a ssu m e; role 
model, counselor, teacher, and  student. Fuehrer and M cG onagle note, "in this 
population then, a  critical individual factor for predicting burnout is the  conflict 
that exists betw een the  d ic ta tes of the  professional role of disciplinarian and 
personal values and  n eed s  for friendship" (1988, p. 245).
Friendship
Individuals who live w here they work a re  likely to develop friendships 
b e c a u se  of the  nature of their jobs. Wilmot (1987) s ta te s  "friendship develops 
from transacting with others, and  conversations a re  often s tarted  betw een th ose  
who sh are  in an activity that p laces them  in c lose  physical proximity" (p. 91). 
Obviously people living w here they work a re  in c lose  physical proximity to th ose  
they  a re  helping. O ther theorists have su g g es ted  that friendships b a se d  on 
spatial propinquity a re  not com pletely voluntary and therefore  not friendship
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(Palisi & Hansford, 1987). However, Palisi and  Hansford adm it tfiat for rural 
lower-lncom e individuals voluntary friendsfiip activity is carried out in the  local 
neighborhood. W isem an (1986) s ta te s  tha t "friendship, unlike work or team  
relationships, is not organized around particular tasks. In it’s pu rest form, its so le  
goal is its own preservation and  enjoym ent" (p. 192). Hawlins, Libowitz, & 
B ochner (1986) describe  friendship b a se d  on proximity or frequent contact at 
work a s  Kurth and  Wright’s "friendly relations."
In addition to proximity influencing the  likelihood of a  friendship 
developing, the  work itself could be  a  factor in friendship formation. Hendrick 
and  Hendrick (1992) list the  giving and  receiving of social support a s  one  of the  
defining fea tu res  of friendship. Social support refers to “both em otional 
nudurance  and  su p p ed  to actual provision of m aterial aid" (Hendrick and 
Hendrick, 1992, p. 70). O n-site m an ag ers  a re  focused  on providing social 
su p p ed  to their clients a s  p a d  of their occupations. Fine s ta te s , “the content of 
work affects the  friendships that a re  likely to develop, in p a d  b e c a u se  of the 
people that an  occupation a ttracts and  in p ad  b e c a u se  of the  nature  of the  work" 
(1986, p. 190).
The difficulty in defining friendship a rises  padly from its lack of an 
institutional sta tu s. As Hawlins (1989) no tes, the  distinction betw een "real" 
friends and casu a l acq u a in tan ces  is b a se d  on an  ideal. This ideal m ay be  b a se d  
in p ad  on informal rules of friendship such  as: sharing new s, giving em otional 
suppod , volunteering help, trusting and  confiding in the  other, and  enjoying the  
o ther’s  com pany (Argyle & H enderson, 1984). Davis & Todd (1985) developed  a  
paradigm  of friendship which included nine characteristics: the  ability padicipate  
equally, enjoying being around the  o ther person , trust, helping the  o ther person  
and  vice versa, accep tan ce , respecting the  o ther’s decisions, being able to be
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o n e ’s  self, understanding, and  sharing experiences. H ay’s  (1988) definition of
friendship se e m s  to en co m p ass  m ost of th e se  varied views:
voluntary in terdependence  betw een two p erso n s over time, that is 
intended to facilitate the  social-em otional goals of th e  participants, 
and m ay involve varying types and  d eg rees  of com panionship, 
intimacy, affection an d  mutual a ss is tan ce . (Hays, 1988, p. 395)
W isem an (1986) s ta te s  that th e se  a sp e c ts  of friendship a re  an  unwritten 
contract, which the  relationship m em bers do not have a  c lear understanding of 
until it is violated. The nature  of th e se  ideals of friendship p roduces inherent 
tensions with the  requirem ents of the on-site m an ag e r’s  work.
Tensions
Several dialectical tensions a re  likely for this population b a se d  on 
re sp o n se s  given in a  prior study (Ennis et. al., 1997). Dialectical tensions refer to 
the  "both/and" quality of relating (Baxter & Montgomery, 1996). T ensions of 
Equality/Expertise, Impartiality/Favoritism, and  Judgem ent/A ccep tance  seem  
likely to occur b e ca u se  of friendships that m ay develop betw een  the on-site 
m an ag ers  and  their residents. In addition, tensions of
E xpressiveness/P ro tectiveness and  A utonom y/Connection seem  likely to occur 
b e c a u se  of the  on-site m an ag e r’s working and  living arrangem ent. Each of th e se  
tensions is exam ined and  exam ples of the  tensions from the  previous study a re  
given.
Expertise/equality
B ecau se  the  friendships develop a s  a  result of the  work environm ent, the 
on-site m anager faces  the  "paradox of the  ’friendly expert’" (Billig, Condor, 
Edw ards, G ane, Middleton, & Radley, 1988, p. 75). R esident ass is tan ts , 
residential apartm ent and motel m an ag ers  a re  all "experts," but w hen a  
friendship is developed with their client the expert role could be com prom ised.
16
As Billig et. al. (1988) s ta te , "If the  expert is too friendly, the  claim to  expertise  is 
en d an g ered , w hereas too m uch technical expertise  th rea ten s  the  friendliness" (p. 
77) Even kindness and  sensitivity can be u sed  a s  a  form of expertise. Lam ude 
& S cu d d er (1995) describe  "ingratiation" a s  an  influence tactic in which a  
m an ag er will u se  friendly or helpful behavior to ge t their subord inate  to think 
favorably of him/her before asking for som ething. In this exam ple, k indness is 
definitely a  form of expertise. Therefore, the  Expertise/Equality tension occurs 
w hen the  m anagers  a re  su p p o sed  to be  experts, yet still m eet the  expectations of 
friendship. In previous interviews with resident a ss is tan ts , m any resident 
a ss is tan ts  com m ented on the difficulties being perceived a s  a  friend while they 
had  to be  the  authority figure (Ennis et. al., 1997).
Impartiality/favoritism 
Bridge and Baxter (1992) found several dialectical ten sions asso c ia ted  
with friends who w ere a lso  work asso c ia te s . While the  relationships in this study 
a re  not betw een cow orkers, the  tension of impartiality an d  favoritism is especially 
relevant for this population. Most resident a ss is tan ts  and  apartm en t m an ag ers  
a re  required a s  part of the  job to treat all their constituen ts equally. However, a s  
no ted  earlier, friendships develop w hen people a re  in c lo se  proximity. The 
"requirem ents" of a  friend a re  to "help out" a  friend in n eed  (Argyle & H enderson, 
1984). S om eone working in this situation h a s  to deal with the  natural instinct to 
w ant to favor a  friend while m eeting the  job requirem ent of impartiality. As Bridge 
and  Baxter (1992) note organizational settings that a re  highly form alized with 
distinct rules and expectations a sso c ia ted  with work roles should produce the 
impartiality-favoritism dialectic. In a  previous study, severa l resident a ss is tan ts  
m entioned the difficulty of having friends expect special trea tm en t or favors.
T hey felt like the  friend expected  them  to "look the  o ther way" w hen they  w ere
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checking out their room for d am ag es  (Ennis et. al., 1997).
Ju d g em en t/accep tan ce  
Similar to the  dialectic of impartiality-favoritism, on-site  m an ag ers  are  
likely to experience the  dialectic of judgem ent-accep tance . M anagers are  
required to evaluate  clients according to criteria, but friendship su g g es ts  that you 
"look the  o ther way" (Bridge & Baxter, 1992; Rawlins, 1989). A cceptance would 
require a  m an ag er to be  sym pathetic  and  understanding, yet one  of the 
m an ag e r’s  responsibilities is to m ake judgem ents according to s e t  rules and  
procedures. King, L angendoen, and  Hummel (1984) su g g es t pro-resident 
m an ag ers  encoun ter this problem. As a  good friend, they  have  difficulty 
enforcing the  rules b e c a u se  they  would be too sym pathetic  and  understanding of 
c ircum stances. In our study, o n e  resident a ss is tan t described  a  situation w here 
he  had to write up a  resident who had  been  drinking (on a  su b s tan ce  free floor). 
The resident felt it should’ve b een  overlooked b e ca u se  he  w as going through a  
divorce. He told about how hard it w as for his friend to accep t tha t he  hadn ’t 
m ade an  exception for his c ircum stances (Ennis et. al., 1997). The other 
m anagem en t style described  by King et. al., pro-owner, k eep s  the  in terests of the  
ow ner in mind and  follows rules and  p rocedures exactly. This style would focus 
on evaluation, but would c rea te  an  unsym pathetic a tm osphere . In interviews, 
one  resident a ss is tan t described  ano ther resident a ss is tan t who had “gone on a  
pow er trip and  [he’s] regretting it now b e ca u se  his guys rip up his signs and  stuff" 
(Ennis et. al. , 1997).
E xpressiveness/p ro tec tiveness 
Another dialectic which would be relevant for this population is 
E xpressiveness/P ro tectiveness (Rawlins, 1989). Rawlins n o tes that developing 
and  maintaining a  relationship involves revealing thoughts and  feelings, but
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individuals m ust curb self-disclosure that would m ake them  too vulnerable. In 
so m e  instances, E xpressiveness/P ro tec tiveness se e m s  to parallel 
Judgem ent/A ccep tance. Friends a re  su p p o sed  to sh a re  new s with each  other 
(Argyle & H enderson , 1984), but their work role requires th a t m an ag ers  keep  
m atters confidential (Bridge & Baxter, 1992). In addition, to keep  their role a s  
"expert" m an ag ers  might limit revealing a re a s  of personal vulnerability (Rawlins, 
1989). This could be difficult w hen living an d  working in c lo se  proximity to the  
m an ag e r’s residents. O ne resident a ss is tan t described  this difficulty a s  "living in 
a  fishbowl" (Ennis et. al., 1997).
Autonom v/connection 
The final interactional dialectic is the  freedom  to be independent and 
d ep en d en t (Rawlins, 1989), a lso  labeled autonom y an d  connection (Bridge & 
Baxter, 1992). R ather than viewing c lo se n e ss  a s  similarity, positive em otions, or 
m utual dep en d en ce , connection is see n  a s  one a sp ec t of the  
A utonom y/Connection dialectic (Baxter & M ontgomery, 1996). Individuals in a  
relationship m ust have  both the  freedom  to be dep en d en t on the  o ther and  the  
freedom  to be independent of th e  o ther (Rawlins, 1989). This tension is likely to 
occur for the on-site m an ag ers  b e ca u se  of the  on-site m an ag er’s  proximity to 
their residents. They interact with their residen ts on a  regular basis, but the 
m an ag e r requires a  certain am ount of independence  and  autonom y. O ne 
resident a ss is tan t in our study described  feeling "confined-stuck here" (Ennis et. 
al., 1997). The on-site m an ag er h a s  to be  ab le to find tim e for them selves, yet 
m eet the  requirem ent of "being there" for their residents. O ne resident a ss is tan t 
described  "being pulled in two directions-like I should study, but should be on my 
floor, guilty for taking the  night out" (Ennis et. al., 1997).
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Strateg ies  for m anaging tensions 
T h ese  dialectical tensions m ust som ehow  be m an ag ed  through the  u se  of 
o n e  or m ore stra teg ies; denial, disorientation, spiraling inversion, segm entation , 
balance, recalibration, integration, or reaffirmation (Baxter & Montgomery, 1996). 
B axter (1988) desc rib es  th ree  s tra teg ies  for com m unicatively m anaging tensions: 
selection, separation , and  integration (Bridge & Baxter, 1992). In stud ies  of 
rom antic relationships, Baxter found separa tion  w as m ost com m only used  
(Baxter, 1990). B ased  on previous interviews and my own experiences a s  a  
resident a ssis tan t, the  s tra teg ies  which see m  m ost likely to be u sed  by this 
population a re  denial (selection), spiraling inversion, segm entation  (separation), 
and  reaffirmation (integration). Each of th e se  s tra teg ies  will be  exam ined in this 
section.
Denial
Denial (selection) involves responding to one pole of the  dialectic at the  
e x p en se  of the  o ther (Baxter & M ontgomery, 1996; Baxter, 1988). For exam ple, 
a  resident a ss is tan t might avoid judging the  behavior of a  resident to be se e n  a s  
accepting. While this stra tegy  might work in the  short term , it would probably not 
prove satisfying over a  long period. The benefit of the  u se  of this stra tegy  would 
be tha t an individual could avoid trying to m an ag e  conflicting tensions by denying 
o ne  a sp ec t of the  tension. However, the  co sts  of using this stra tegy  seem  
greater. T he tensions would still remain, even  if the  individual denied them , and  
o ther parties might recognize their ex istence. For exam ple, enforcing rules is an 
im portant part of the  job description and  a  resident a ss is tan t unable to do so  
probably would find him /herself out of a  job. So, the  on-site m anager who 
re fu ses  to acknow ledge the  judgem ent a sp e c t of the judgem en t/accep tance  
tension  through the stra tegy  of denial would likely be unsatisfied.
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Spiraling inversion 
Another possib le re sp o n se  to the  tension would be to  u se  "spiraling 
inversion" an d  respond  to one  pole an d  then to the  o ther (B axter & Montgomery,
1996). For exam ple an  on-site m an ag e r might sp en d  a  lot of tim e with their 
client/friend for awhile an d  then  sp en d  time alone for awhile. This would enab le  
him /her to m ove from connection to autonom y in an  ongoing cycle. The benefit 
to  this tactic is that the  individual recognizes the  tensions an d  system atically 
d ea ls  with each  tension in a  cyclic fashion. The problem  with the  use  of this 
s tra tegy  for on-site m an ag ers  is that the  n eed s  of their clients a re  often 
unpredictable. Crisis situations m ay occur and  disrupt the  cycle, causing  the 
individual to devote them selves to one  tension m ore than th e  other.
S egm entation
A nother tactic u sed  for resolving the  dialectical tension  is segm entation  
(separation), or com partm entalizing parts of the  relationship (Baxter & 
M ontgomery, 1996; Baxter, 1988). T he m an ag er might be open  and  disclose 
personal information w hen in h is/her hom e, but keep  closed  about work-related 
topics un less at the  "office". In this w ay the tension  betw een o p e n n ess  and  
c lo sed n ess  is m anaged . T he benefit of this stra tegy  is that it allows an  individual 
to respond system atically to tensions by setting a sid e  certain  a re a s  for 
discussion. Even in a  crisis situation, th e se  "informal rules" would allow an 
individual to deal with tensions. This stra tegy  se e m s  m ost likely b e ca u se  it would 
require minimal effort to enact. In stud ies of s ta tus-unequal cow orker friends, 
segm entation  w as the m ost com m only used  stra tegy  (Bridge & Baxter, 1992).
The problem with segm entation  probably would be defining the  rules. For 
exam ple, if the  on-site m anager h a s  no "office space" in their hom e, how do they 
know w hen they are  a t work?
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Reaffirmation
Finally, a  person  living and  working in th e  sa m e  p lace  might ch o se  to 
resolve the tensions through reaffirmation (integration). This m ean s that they 
recognize the  dialectical tensions will alw ays exist an d  ce leb ra te  the complexity 
of the  situation. For exam ple, in interviews m any resident a ss is tan ts  
acknow ledged the  difficulty of the situation, but a lso  s ta ted  that they  loved the  
people and that m ade it all worthwhile (Ennis et. al., 1997). The benefit of this 
stra tegy  is tha t it is probably ultimately the  m ost satisfying, but the  problem  is it is 
a lso  the  m ost difficult to achieve.
Sum m ary
The dialectical tensions su g g es ted  by previous interviews were; 
Expertise/Equality, Impartiality/Favoritism, Judgem ent/A ccep tance, 
E xpressiveness/P ro tectiveness, and  A utonom y/Connection. Expertise/Equality, 
Impartiality/Favoritism, and  Judgem ent/A ccep tance  seem  likely to occur b e ca u se  
of on-site m anager’s  friendships. E x p ressiveness/P ro tec tiveness and 
A utonom y/Connection see m  likely to occur b e c a u se  of the  on-site m anager’s 
close  proximity to their residents. Previous interviews su g g es ted  that on-site 
m an ag ers  would likely u se  the  s tra teg ies  of denial, spiraling inversion, 
segm entation , and reaffirmation.
R esearch  Q uestions
The literature describing dialectical ten sio n s  of friendships and friendships 
in th e  workplace d o es  not ad d re ss  the  friendly expert-client relationship. This is 
only one  of m any dialectical tensions that seem  likely for individuals p laced  in 
this unique situation. As interviews from a  previous study su g g ested , resident 
a ss is tan ts  experienced  tensions in a re a s  of rule enforcem ent, privacy, and  
fa irness (Ennis et. al., 1997). T h ese  tensions a re  com m on th em es in the
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tensions of friendship an d  the  friendly-expert paradox. However, the  study w as 
focused  on social support am ong staff m em bers, not relationships betw een  the 
resident a ss is tan ts  and  their clients. In addition, it is possib le  tha t resident 
a ss is tan ts , b e ca u se  they  m an ag e  their peers, experience  different types of 
tensions than o ther on-site m anagers .
In addition, s tra teg ies  u sed  to deal with th e se  ten sions a re  important.
While resea rch  in severa l different a re a s  of personal relationships fo cu ses  on 
tensions experienced  in th o se  relationships, few stud ies exam ine how individuals 
m an ag e  th o se  tensions. Goldsmith (1990) no tes the  n eed  for d a ta  on how 
tensions a re  resolved or tran scended . While Baxter (1990) found separation  
(segm entation) to be  the  m ost com m only used  in rom antic relationships, it is 
uncertain if it would be u sed  similarly in this work setting.
As m ore and m ore individuals m ove tow ard h o m e-b ased  work, research  
on the  dialectical tensions experienced  b ecom es of practical im portance. Further 
exploration of the  nature  of dialectical tensions experienced  an d  the stra teg ies  
u sed  to m an ag e  them  by this population is n ecessa ry . This lead s  to the  following 
research  questions:
(1 ) W hat dialectical tensions are  experienced  by th e  on-site m an ag ers?
(2) In w hat w ays do the  on-site m an ag ers  perceive th e  requirem ents of 
expert and friend to be  contradictory?
(3) W hat com m unication stra teg ies  a re  u sed  to m an ag e  th o se  tensions?
CHAPTER TWO: METHODS
In order to an sw er th e  research  questions described  in the  previous 
chap ter, interviews w ere conducted  with residential apartm en t m anagers , 
residential motel m an ag ers  an d  resident a ss is tan ts . The u se  of th e se  qualitative 
m ethods is exam ined in this chap ter including a  description of the  participants, 
the  u se  of a  descriptive fram ework, and  m ethods u sed  to determ ine reliability and 
validity.
Participants
Participants for this study  w ere a  judgem ent and  available sub jects 
sam ple  (Babbie, 1995) of resident a ss is tan ts , residential apartm en t m anagers, 
an d  residential motel/hotel m anagers . Participants w ere required a s  part of their 
job to live on the p rem ises. They w ere recruited from the  cities of Billings, MT, 
B ozem an, MT, M issoula, MT, and Idaho Falls, ID. T h ese  cities w ere ch osen  
b e c a u se  the re sea rch er w as ab le to travel to th o se  cities to conduct interviews.
In addition, they w ere small enough to support the  types of properties that would 
have  resident m an ag ers  and  in all the  above cities (except Idaho Falls) there  w as 
a  college or university which would have resident halls staffed by resident 
a ss is tan ts .
R esident a ss is tan ts  w ere con tacted  by obtaining n am es and  phone 
num bers through residence  life offices or housing offices a t co lleges and 
universities in the above cities. O ne of the  c am p u se s  I had  originally planned to 
conduct interviews a t (Bozem an) would not allow their resident a ss is tan ts  to be 
interviewed, so  interviews w ere conducted at only th ree  cam p u ses . Five 
R esident A ssistants did not com e for their schedu led  interview appoin tm ents and  
none of them  called in ad v an ce  to notify me. I did reschedu le  th ree  of the  five 
who had  forgotten about our interview.
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A partm ent m an ag ers  w ere con tac ted  by phone through te lephone 
directories. I first inquired if the apartm ent com plex had  an  on-site m an ag er and  
then  a sk ed  for the  nam e and  phone num ber of the m an ag er or they  w ere 
con tac ted  through referrals from o ther apartm ent m anagers . O n-site hotel/motel 
m an ag ers  w ere con tac ted  by similar m eans. After obtaining the  n am e and  
phone num ber of on-site m anagers, they  w ere con tac ted  by phone with a  brief 
introduction to myself and  the  study. Then, a  request for a  on e  hour interview 
w as m ade. T he interviews w ere schedu led  according to the  on-site m an ag e r’s 
convenience and  took p lace in a  location of their choice (generally a  hom e or 
office). Many of the  m an ag ers  con tacted  w ere unable to schedu le  an  interview 
in ad v an ce  an d  told m e to call them  w hen I got into town instead . Two m an ag ers  
had  to reschedu le  at the  last minute.
D ata collection m ethods 
Descriptive Fram ew ork
Qualitative m ethods w ere u sed  to explore the  "subjectively held realities of 
social action" (A nderson 1987, p. 247). T he ca tegories of dialectical tensions 
m entioned in the  previous chap ter served  a s  a  "descriptive framework"
(Philipsen, 1977). A descriptive fram ework is a  "formal, general se t of catego ries  
which guides discovery and  provides a  form at for descriptive s ta tem en t in any 
ethnography of speaking" (Philipsen, 1977, p. 44-45). A descriptive fram ework 
allows a  re sea rc h e r to avoid bias by making implicit ca tego ries  and  assum ptions 
explicit. As a  qualitative study, the  aim of this resea rch  is a  "search  for m eaning, 
not law" (G eertz, 1973, p. 5). I hoped to d iscover an d  understand  the  
experiences of on-site m anagers.
Interviews
Baxter (1992) su g g es ts  that "field access"  for a  dyadic culture can  be
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discovered through in-depth interviewing of parties. While participant 
observation would be a  useful m ethod, a c c e ss  p o sed  a  problem . B ecau se  th e se  
individuals live and  work in the  sam e  place, it would be difficult to live with them  
in their hom es. Instead, ethnographic interviews w ere the  m ost efficient and  
useful m ethod.
Spradley (1979) s ta te s  there  a re  th ree  e lem en ts  to an  e thnographic 
interview: explicit purpose, ethnographic explanations, an d  ethnographic 
questions. Ethnographic questions can be descriptive, structural, and 
contrasting. An ethnographic interview aim s to d iscover the  experiences of the  
informant and how the informant feels about the  ex periences (Whyte, 1984). 
F on tana  and Frey describe  an  unstructured interview a s  the  b est way to elicit this 
information. An unstructured interview allows a  re sea rch e r to probe m ore deeply  
with g rea ter flexibility, but is tim e-consum ing and  often g e n e ra te s  u n n ecessa ry  
information (S tew art & C ash , 1994). Therefore, sem i-structured face-to-face 
interviews w ere conducted.
Interview Q uestions
The interview schedu le  (Appendix 0 )  contained  severa l open-ended  
questions designed  to elicit information for resea rch  question one: what 
dialectical ten sio n s  a re  experienced  by on-site m an ag ers . Q uestion 1 w as 
designed  to gain a  further understanding of the  specific job of the  participant. 
Q uestions 1A and  1B ask ed  w hat the  participant likes b est abou t their job and  
least about their job. T h ese  questions w ere u sed  in a  previous study of resident 
a ss is tan ts  (Ennis, M aynard & Roth, 1997) and  elicited re sp o n se s  regarding the  
difficulties of being a  friend and  a  disciplinarian. T h ese  re sp o n se s  fit into the  
dialectical tension categories of impartiality/favoritism and 
judgem ent/accep tance. Q uestion 2 (advan tages and  d isad v an tag es  of living and
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working In the  sam e  place) a lso  aim ed to an sw er research  question one. This 
a lso  sought provide Important Information about why so m eo n e  would c h o se  or 
not ch o se  to live w here they  work. Q uestion 7 a sk ed  for differences betw een  the 
participants on-slte situation and  m ore traditional jobs aw ay from hom e. This 
question w as to elicit Information about ten sio n s  specific to  the  on-slte m anager.
Q uestions 4 and  5 aim ed to an sw er resea rch  question two regarding the  
w ays In which the  requirem ents of expert and the  requirem ents of friend a re  
perceived to be contradictory. While In the  earlier study of resident a ss is tan ts  
this tension w as ap p aren t In nearly all Interviews, It Is possib le  that o ther on-slte 
m an ag ers  might not consider clients to be friends. (Although given the  nature  of 
the  jobs and  proximity, friendship Is a  definite possibility). Therefore, question 4A 
ask ed  If the  participants consider any of their residen ts to be  friends. The 
participant’s definition of friendship Is a sk ed  In question 4. Q uestion 5 a sk s  If the  
participant h a s  ever encoun tered  a  situation In which their relationship with a  
resident c au sed  tensions with their job duties. This should provide Information 
Into the  w ays the  requirem ents of expert and  friendship a re  perceived a s  
contradictory. Similarly, question 6 asked  the participants about the  multiple 
roles they  have a s  a  part of their job. Q uestion 6A ask ed  If th o se  roles ever 
conflicted which should provide Information on role conflict.
Q uestion 8 w as designed  to answ er resea rch  question th ree  regarding 
w hat com m unication stra teg ies  a re  u sed  to m an ag e  tensions. The probe for 
question 8 w as designed  to  elicit Information about s tra teg ies  for dealing with the  
overall tension of living and  working In the  sa m e  place. In addition, following a  
description of situations In which specific tensions w ere an  Issue (question 3 
A-D), a  question about s tra teg ies u sed  to deal with each  specific tension  w as 
asked .
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In addition to the  qualitative open -ended  questions, severa l quick 
quantitative questions w ere a sk ed  regarding specific dialectic tensions 
(questions 3A-D). A nsw ers w ere on a  ten-point sca le  from m ost important to 
least important. T h ese  questions aim ed to d iscover which dialectic tensions are  
m ost im portant to on-site m anagers . In addition, th o se  ten sio n s which w ere 
im portant to on-site m an ag ers  provided an opportunity for exam ining critical 
incidents of th o se  tensions. Q uestion 3A ask ed  about privacy which w as 
m entioned by resident a ss is tan ts  in interviews (Ennis et. al., 1997). This fit with 
the  autonom y/connection dialectic. Q uestion 3B ask ed  about fairness (treating 
residen ts equally). This a lso  w as m entioned a s  a  tension  in interviews and  fits 
the  impartiality/favoritism dialectic. Q uestion 3C ask ed  about rule enforcem ent, 
which w as the  m ost com m on tension m entioned by resident a ss is tan ts . This fits 
the  judgem en t/accep tance  dialectic. The final quantitative question, 3D, asked  
about the  im portance of confidentiality. This fits the 
ex p ressiveness/p ro tec tiveness dialectic.
The last questions rep resen t Stew art and  C ash  (1994) closing techn iques. 
Q uestion 9 w as a  form of a  c learinghouse question to elicit any information not 
covered  in previous questions (Stew art & C ash , 1994). Q uestion 10 w as a  
request for referrals of o ther possible participants. Interviews w ere be  structured 
in Stew art and  C ash ’s  th ree  part format: opening, body, closing (1994). The 
interviews w ere m oderately schedu led  with the  m ajor questions and possible 
p robes (Appendix C).
Confidentiality
Prior to interviews, a  consen t form (Appendix B) w as p resen ted  to each  
participant. This form a ssu red  participants that participation w as entirely 
voluntary and that their re sp o n ses  would be kept confidential. In addition, a
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portion of the  form allowed the participant to co n sen t to the  interview being 
tape-recorded  if they  w ished. All n am es w ere ch an g ed  in the  final report.
T hesis D ata Collection
A total of 27 interviews w ere conducted  betw een  M arch 6 and  March 20 in 
the  cities of M issoula, Idaho Falls, B ozem an, and  Billings. Thirteen resident 
apartm ent m anagers , 12 resident a ss is tan ts , and  2 resident motel m anagers  
w ere interviewed for an  av erag e  of 50 m inutes. Only th ree  of the  interviews w ere 
not tap e  recorded at the  request of the  participants. T he o ther 24 interviews 
w ere transcribed  word for word, resulting in an  a v e rag e  of 10 transcribed  p ag es  
p er interview. In addition, observation n o tes  w ere tak en  during the  interviews 
describing the  location and the  various interruptions th a t occurred.
D ata Coding
Coding of d a ta  w as b a sed  on the  descriptive fram ew orks of dialectical 
tensions and s tra teg ies  for m anaging tensions su g g es ted  by Baxter & 
M ontgomery (1996). The transcribed interview n o tes  w ere then  coded  using the 
descriptive fram ew orks in a  two step  p rocess . First, the  ten sions w ere coded  
according to the  framework. For exam ple, a  resident m an ag er’s com m ent that 
he  w as living in a  giant fishbowl w as coded  a s  "Privacy" and 
"E xpressiveness/P ro tectiveness." Next, th e  s tra teg ies  u sed  by participants w ere 
coded  using the  descriptive fram ework of s tra teg ies  su g g es ted  by Baxter and 
M ontgomery (1996). For exam ple, a  m an ag er’s  com m ent tha t they  would only 
talk about b u sin ess  during office hours would be coded  a s  segm entation . The 
descriptive fram ew orks w ere ch osen  b e c a u se  they provided general ca tegories 
to guide analysis.
D ata Analysis
The da ta  analysis m ethod used  in this study w as constan t com parison
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(G laser, 1962). C onstan t com parison involves moving back  and  forth betw een 
the  interview no tes and  the  descriptive fram ework to d iscover in stances of the  
ca tegories of the  descriptive framework. This p ro cess  w as done twice, first for 
the  dialectical tensions, then  after the  dialectical ten sio n s  w ere analyzed, the 
com m unication stra teg ies  w ere analyzed. T h ese  in s tan ces  w ere then  exam ined 
again  to  find possib le larger groupings and  categorized  according to th ose  larger 
groupings. Instances w ere com pared  to o ther in s tances that w ere  previously 
coded  in a  certain  category. Then the  categories a re  related  to o ther categories 
by exam ining the  in stances that describe  the  categories. Next the  categories a re  
limited a s  the  d a ta  see m s  to be rep resen ted  by the  ca tego ries  without the n eed  
for making new  categories. The instances a re  easily  p laced  into specific 
categories. G laser (1962) refers to this a s  "delimiting." Finally, theory  is 
developed by m aking connections betw een  the categories.
Reliability and  Validity 
Qualitative m ethods have  som etim es b een  criticized for poor reliability. 
Reliability, the  extent studies can  be replicated, can  be  im proved through clear 
definition of the  categories u sed  and  the  characteristics of the  population ch o sen  
(LeCom pte & G oetz, 1982). Qualitative m ethods have b een  praised  for high 
validity, m easuring what is to be  m easured . G eertz  d esc rib es  the  benefit of
qualitative inquiry:
stud ies do build on o ther stud ies, not in the s e n s e  that they 
take up w here the others leave off, but in the s e n s e  that, better 
informed and better conceptualized, they plunge m ore deeply  
into the  sam e  things (1973, p. 25).
Reliability
Qualitative m ethods can  encoun ter difficulties ensuring  external and 
internal reliability, but s tep s  can  be taken  to en su re  reliability and  validity of the
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study. External reliability refers to the  ability of an o th er re sea rch e r to replicate 
th e  study (LeCom pte & G oetz, 1982). External reliability can  be problem atic 
b e c a u se  the  re sea rch er is unique and  will notice certain  a sp e c ts  while ano ther 
re sea rch e r might not. In addition, the  choices of participants will affect reliability. 
T he participants w ere ch o sen  according to availability, which could limit the 
rep resen ta tiv en ess  of the  study. However, the  re sea rc h e r did interview 
participants from several cities to improve the  rep resen ta tiv en ess . In addition, 
by making implicit assum ptions explicit through the  u se  of descriptive fram ew orks 
and  clear descriptions of the  p ro c e sses  u sed  reliability is im proved (LeCom pte & 
G oetz, 1982). Philipsen (1977) no tes  that a  descriptive fram ew ork allows the 
re sea rc h e r to de tec t and  possibly correct for re sea rc h e r bias. Philipsen (1977) 
s ta te s  a  re sea rch er should specify the  phenom enon  to be  described  and  the  
conceptual linkages to com m unication before beginning field work. Prior to 
beginning interviews, I had  a  c lear understanding of the  phenom enon  to be 
studied  and its linkages to com m unication.
Internal reliability refers to the  extent that two re sea rch e rs  would code 
d a ta  similarly (LeCom pte & G oetz, 1982). The interviews w ere recorded and  
transcribed  to allow for the  possibility of so m eo n e  reviewing the  data. Also, the 
transcriptions allowed for the  u se  of the  participants’ own term s. In addition, 
c lea r descriptions of the  ca tegories of the descriptive fram ew ork w ere developed 
to making coding m ore reliable. As Philipsen s ta te s , "if th e re  is to be partiality, 
and  inevitably there  will be, let it be  deliberate and  therefore  detectab le , rather 
than  unwitting and  therefore insidious and  enigmatic" (1977, p. 47).
Validitv
Validity, the extent that the study m easu re s  w hat it s e e k s  to m easu re , can 
also  p ose  problem s. Internal validity can  be a  problem  b e c a u se  of the  selection
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of the  participants (LeCom pte & G oetz, 1982). T he participants should be 
represen tative  of the  diversity of the  group being studied, but th e  participants for 
this study w ere  se lec ted  b a se d  on their availability. However, participants w ere 
recruited from severa l cities to provide a  represen tative sam ple. Still, the 
residential hotel/m otel m an ag ers  w ere not rep resen ted  enough  to really be 
included in th e  study. Residential apartm ent m angers  and  residen t a ss is tan ts  
w ere equally rep resen ted . Another way to improve validity is to  develop 
concep ts  in m ore that one  study (Philipsen, 1977). While a  seco n d  se t of 
interviews would have allowed for a  check  on validity, the  re sea rc h e r w as unable 
to conduct a  seco n d  se t b a sed  on the  tim e constraints. However, the re sea rch er 
did p a rap h rase  and  u se  perception checking to en su re  tha t th e  participant’s 
view s w ere understood. Also, the  re sea rch er had  conducted  an  earlier study of 
this population which helped to develop a  c learer understanding  of native term s. 
In addition, a s  a  form er m em ber of the  group being studied, I w as able to u se  
and  understand  native term s. Philipsen (1977) a rg u es  that native term s should 
be  elicited and  used  to improve validity.
External validity is the  extent that the  findings a re  applicable ac ro ss  
groups (LeCom pte & G oetz, 1982). The criteria for selecting participants w as 
clearly described  which would improve external validity (LeC om pte & G oetz, 
1982). In addition, participants w ere se lec ted  from severa l cities to in c rease  the  
likelihood of external validity.
Sum m ary
This ch ap te r exam ined the m ethods u sed  to conduct the  study and  the  
m ean s  taken to  improve reliability and  validity. The p ro c e sse s  for recruiting 
participants, collecting data, and  analyzing d a ta  a re  described  in detail. In 
addition, issu es  of reliability and  validity in using qualitative m ethods a re
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d iscussed .
CHAPTER THREE: FINDINGS 
The findings of this study a re  b a sed  on th e  th ree  re sea rch  questions 
found in the  literature review. T he first section of this ch ap te r reports the  
tensions experienced  by on-site m anagers . A nsw ers to th e  quantitative question 
of how im portant or unim portant th o se  tensions w ere to m an ag ers  a re  reported  in 
appendix  A. The seco n d  section exam ines friendship an d  th e  multiple roles of 
on-site m anagers  and the  tensions c au se d  by th e se  som etim es conflicting 
dem ands. The final section of this ch ap te r desc rib es  the  com m unication 
stra teg ies  u sed  to m anage  th e se  tensions.
Dialectical T ensions 
A utonom v/Connection 
A utonom y/Connection (Bridge & Baxter, 1992), a lso  labeled freedom  to 
be  independent and  dependen t, d escribes the  ten sio n s  tha t occur from needing  
to be independent and  still needing  to interact with people. O n-site m an ag e rs ’ 
proximity to their clients might m ake them  m ore continuously involved with their 
clients and limit their autonom y.
This tension seem ed  to occur m ost often of all the  tensions, especially  for 
m an ag ers  (both apartm ent m an ag ers  and  resident a ss is tan ts) without a  sep a ra te  
office area . Living and working in the  sam e  place c rea ted  tensions with peop le’s 
ability to be  independent and  have privacy (autonom y) b e c a u se  they w ere readily 
available for their residents (connection).
For som e m anagers  this tension w as very pronounced. "Ivy" described  
how people would just walk into her hom e while sh e  w as doing d ishes a t the  sink 
without knocking. S he  a lso  told of people com ing over a t all hours, not just 
during office hours, even  w hen the  d rap es  w ere c losed  and  the  lights a re  out. In 
her opinion, the ab u se  of office hours "is just plain rude, I wouldn’t do that to
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them  at their work." Dot and  Frank, a  m an ag em en t couple, described  a  similar 
experience:
W hen we first m oved in here, people would just walk in, they 
wouldn’t knock. They a ssu m ed  it w as the  office. A nother thing 
to knocking, som e would just p eek  in, so  they  don’t consider it 
our hom e.
While Dot described  the  m an that p eeked  in the  w indows a s  a  "nice guy," 
sh e  did admit that it w as "kind of irritating that people don’t knock b ecau se  
anyw here you go, you usually knock."
Similarly, som e resident a ss is tan ts  a lso  seem ed  to have  difficulty with 
people  entering their room s unannounced . This privacy tension  seem ed  to be 
c au se d  m ore by co-w orkers rather than  residents. Kia described  cow orkers that 
had a c c e ss  to her room going into her room without her prior know ledge or 
consen t. Jen n y  told about leaving im portant things, or personal things lying
around and having other resident a ss is tan ts  com e into her room.
I’m not the  n ea te s t person  in the  world and so  it’s  like there  
will be  tim es w here I just like leave things laying around, 
im portant things, or personal things laying around and  you 
know, not so  much the  girls b e ca u se  I don’t mind if they  com e 
in b e ca u se  I’m a  little forew arned that they’re coming over, but 
som etim es my fellow RA’s  will just drop over unexpected  and 
just kind of com e in unexpected , even  w hen I’m gone, they  will 
have gone into my room and  will have gotten things, taken  
things, so  that bothered  m e for awhile.
Both resident a ss is tan ts  and  on-site m an ag ers  experienced  tensions with 
needing  time to them selves, but having to deal with res id en ts’ n eed s . Jenny , a
first y ear RA, described  needing  tim e alone and people not picking up on that.
Or even  w hen I n eed ed  tim e alone, they, usually it’s  like I don’t 
have to say  I n eed  time alone, usually by the  way I act it’s  an 
indication of the  fact that I w ant to be  alone. But som etim es 
they don’t pick up on that and  they just keep  com ing over 
and com ing over.
Becky, in her second  y ear a s  an RA, noted trade-offs with privacy.
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I have a  lot of privacy this y ear and  I alm ost wish they  would 
com e s e e  m e m ore often, I a lm ost wish I didn’t have a s  m uch 
privacy this year, w h ereas  last y ea r it w as definitely, I wish 
I’d had  m ore privacy. I couldn’t even  sit in my room with my 
friends to watch ’ER’ without so m eo n e  knocking on my door for 
ten  m inutes, you know, every ten  m inutes som ebody’s  com ing by.
S he d escribes the  trade  offs a s  :
I knew my girls so  m uch better last y ear and  I had 40  girls last 
y ear and  only 28 this year, but I probably knew  alm ost all 40  of 
them  and  I don’t know them  a s  well here.
S usan , a  resident apartm ent m an ag e r for e leven  y ears, described  a
situation w here a  tenan t kept coming over and  com ing over.
I had one  tenan t h e re  that I had  a  m ajor problem  with, w hen 
sh e  m oved in sh e  would borrow my phone, which I don’t mind 
if it pertains to a  child being sick, or em ergency , or som ething 
like that, I don’t mind a t all, but sh e  w as using my phone 8-10 
tim es a  day, so  I w as very nice about it, but I had  to put a  stop  
to tha t and  then  w as coming over everyday and  staying a s  long 
a s  sh e  could.
After sh e  tried to put a  stop to tha t sh e  found "this girl going through my 
mail and using my phone after I told her sh e  couldn’t." S u san  did say  that sh e  
h a s  only had a  situation like that a  few tim es in eleven years.
More com m on w ere the  phone calls after hours or residen ts wanting 
things "after hours." Bob, a  m anager of a  motel and  apartm ent complex, 
describes "I have  th ree  te lephones and  they’re alw ays ringing. You c an ’t go back  
th e re  and  w atch a  TV Program  b e ca u se  you never ge t to w atch it all." Nick, an  
apartm ent m an ag e r for eight years, n o tes  "everyone knows w here you live, they  
call you for everything, w hatever the  reason." S andy  told of people calling at 
9:00 P.M. to a sk  her to fix a  plugged up g arb ag e  disposal, while Nick 
experienced  people calling at 11:00 P.M. to com plain about sink drips. O ther 
m an ag ers  had  a  hard time trying to u se  facilities after hours without ten an ts  
talking about work-related things. Max described  "like if w e w ant to go
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swimming, w e go swimming a s  a  family after fiours. It a lw ays see m s  a  tenan t 
w on’t accep t it, they  w ant to  talk about som ething."
P hone calls and people  com ing to the door w ere  com m on acro ss  all the 
interviews. O ut of all the  interviews I conducted, only two had  no phone calls or 
interruptions. During m ost of the  interviews, w e w ere interrupted a t least th ree  
tim es during the  fifty m inutes. P hone calls see m e d  m ost com m on, but several 
m an ag e rs  had  people (residents and  m ain tenance  people) stopping by their 
office or hom e.
Sum m ary
The tension  of Autonom y/Connection w as the  m ost com m only m entioned 
tension . Most in stances of the  tension occurred w hen people would call after 
hours for problem s that w ere not em ergencies. O ther m an ag ers  experienced  
ex trem e tensions w hen people would com e into their hom es without knocking. 
R esiden t a ss is tan ts  se e m e d  to experience the  tension  w hen staff m em bers 
would en ter their room s while they w ere gone. O ther tim es this tension occurred 
w hen an on-site m anager had a  particular activity they  w anted  to do and couldn’t 
do it without constan t interruptions from residents.
E xpressiveness/P ro tectiveness
E xpressiveness/P ro tectiveness (Rawlins, 1989) d esc rib es  the n eed  to be 
ab le to  ex p ress  certain a sp e c ts  of o n e ’s  self while limiting a re a s  of personal 
vulnerability. M anagers living and  working in c lo se  proximity to their clients 
would be  very visible, which could c a u se  difficulties protecting a sp e c ts  of their 
lives.
Like the autonom y/connection tension, ex p ress iveness/p ro tec tiveness 
ten sio n s  seem ed  to stem  from issu es  of privacy. Living an d  working in the  sam e  
place m eant that the p e rso n ’s personal life w as se e n  by their residents
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(exp ressiveness), even  w hen the  m an ag er might w ant to keep  it private 
(protectiveness). T h ese  tensions w ere described  mostly by younger single 
w om en.
Betty, a  young residential m anager, desc rib es  a  situation w ere sh e  felt 
w atched.
I have a  lot of elderly people here  and  so m e of th e se  elderly 
wom en just think they  should know everything abou t everybody 
that lives in our complex. I had  my boyfriend over late one  
evening, he  left about 1:00 A.M., and  he did return the  next 
morning about 6:30 A.M. for breakfast before work. And my 
neighbor p roceeded  to tell her neighbor that he  sp en t the  entire 
night.
O ther m an ag ers  noted that people did watch, but felt they  had nothing
they  n eed ed  to hide. As Sandy, an older m an ag er put it, "I realize that people
know what I’m doing, so  I g u e ss  if I w ere to have  som e sort of a  risque lifestyle,
which I don’t, tha t might be  a  problem." Kyla, a  younger m anager, said:
If I had  a  lifestyle that I didn’t w ant anyone to know about, 
like if I sm oked pot or som ething, I think that would c a u se  a  lot 
of s tre ss , and  I know a  lot of people that a re  in that spot, but 
fortunately I’m not, I don’t do anything illegal, anything I’d want 
to hide.
Bob described  it a s  "I live in a  giant fishbowl."
For resident ass is tan ts , the  problem  seem ed  to occur w hen they w ere 
dating. Vicky, a  third year RA stated , "Everybody knows your business. You’re 
living in a  g lass  house." S h e  found the  tension m ost pronounced with 
"boyfriends, that kind of thing. Everybody knows w hat time they  cam e, w hat time 
they  leave. You have to be real careful about everything." Even opening a  can  
of b ee r seem ed  to be noticed by Vicky’s residents, "You open a  can  of b e e r in 
your room just b e ca u se  you’re of ag e  and  the people  on the  floor who a ren ’t of 
a g e  have a  com m ent to say , even though, I m ean  they  h ear it, the  door’s  shut.
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the  drink’s down..." Fawn described  having a  m ale friend over for five m inutes 
and  having half the  floor a sk  about him, even  though he sh e  didn’t think anyone
had  even  seen  him. A ndrea, ano ther third y ear RA., noted:
Your personal life becom es, it’s  m ore known to everyone you 
work with and  everyone you work for, the  residents, b ecau se  
you do live w here you work and  all your visitors a re  pretty 
m uch known to your w hole floor, your staff, and tha t can  kind 
of be an  issue  som etim es.
Again for the  resident a ss is tan ts , staff m em bers som etim es seem ed  to 
affect privacy m ore than  residen ts did. Misty, a  first year RA, said  privacy w as
an  issu e  with her staff m em bers.
As far a s  staff goes, with residen ts it’s  not a  big deal b ecau se  
they all have their own lives, but with staff w e all a re  each  
o ther’s  lives so, th e re ’s  just things that have com e up that 
I’d prefer not to have d iscu ssed  with people I didn’t know a s  
well a s  I would’ve otherw ise. The things that a re  all of a  
sudden  other peop le’s  business.
O ther resident a ss is tan ts  seem ed  to accep t it a s  just part of the job. 
Becky, a  second  year RA, adm itted that normally sh e  would rate privacy a s  very
important, but her job didn’t really allow it.
With this job you realize that that really isn’t possible, and 
I g u ess  o ther things in the  job a re  m ore important and  private 
than your own life. I m ean  you’re kind of sharing yourself 
b e ca u se  you live there , they  s e e  who your friends are, they  s e e  
who your boyfriends a re , I m ean  they s e e  everything, so  it’s  not 
a s  important b e ca u se  th e re ’s  not a  lot you can  do with it.
O ther RA’s, like Kia, described  feeling "w atched and evaluated  all the  time, and  
that my ’hom e life’ is alw ays under scrutiny by my residents and  my cow orkers." 
Sum m ary
T ensions of E xpressiveness/P ro tectiveness occurred w hen the  on-site 
m an ag e rs  w anted to keep  an  a sp e c t of their lives private, but b e c a u se  of the  
proximity of the people around them , they w ere unable to keep  it private. This
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tension  occurred m ost com m only with young fem ale m an ag ers  and  resident 
a ss is tan ts . Often boyfriends w ere  noticed m ore than  the  on-site m anagers  
w anted.
Judgem ent/A ccep tance  
The dialectic of Judgem ent/A ccep tance  d escribes th e  tension c rea ted  by 
needing  to evaluate  residen ts according to certain  criteria and  wanting to accep t 
them  a s  individuals (Bridge & Baxter, 1992; Rawlins, 1989). This dialectic 
parallels King, Langendoen, & Hummel’s  (1984) description of pro-resident 
m an ag ers  and  pro-owner m anagers . Pro-resident m an ag e rs  have  difficulties 
judging residen ts b ecau se  they a re  too sym pathetic  and  understanding  of 
c ircum stances.
Several on-site m an ag ers  reported tensions with needing  to maintain a  
professional attitude toward ten an ts  and trying to deal with their own judgem ents 
about the  tenan ts. O ther tim es, they  w anted to be understanding , but had  to 
follow se t  guidelines and procedures. Or in o ther c a se s , they  didn’t like a  tenant, 
but had  to maintain a  professional attitude tow ard them . For resident a ss is tan ts , 
m any of th e se  tensions w ere p resen t, but they  will be  d iscu ssed  in the next 
section b e ca u se  they w ere related m ore to friendship issu es .
Kyla describes the  tensions that occur from this situation;
I have a  resident tha t’s  a  total pain in the  a ss , and  I just want 
to tell her to ge t out of my office, you’re pathetic, you’re totally 
out of line, and  it tak es  every ounce of everything I have  to bite 
my tongue, u se  the  sam e  m annerism s, the  sa m e  de tachm ent that 
I would with any other resident.
S u san  described  the  sam e  need  for not showing judgem ents.
If there  is a  person  here  and  we don’t personally like them , 
that d o e sn ’t get in the w ay with our job, or our business. You 
can ’t do that. They don’t even  know about it.
Max described the  difficulty of this tension.
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Actually som etim es w hen a  ten an t d o e sn ’t w ant to follow the 
rules and  is a  real hard tenan t, you have  to be fair, th a t’s  the 
bottom line, but som etim es it’s  hard to be  p leasan t to that 
particular ten an t w hen it is, I m ean  if you w ere to com pare  it 
to so m eo n e  that paid their rent on time.
Bob described  how h e ’d "learned a  lot of diplom acy since  he quit farming." 
Som e ten an ts  had  connections with people  that c a u se d  tensions for the
m an ag er in trying to treat everyone fairly. As D onna stated :
I understand  tha t everybody has, w e h ave  120 units here  and 
for every  person  here th e re ’s  a  different situation in life. W hen 
you m an ag e  apartm ents, you have to h ave  a  certain  s e t  of rules 
and they  have to apply to everybody an d  they have  to be fair 
and they  have to be, um, w hat do I w ant to say, guided in the 
sam e  way for everybody.
Yet som etim es that is difficult. For exam ple D onna encoun tered  a  
situation w here her regional m an ag e r’s  m other w as breaking the  rules. S h e  had 
to tell her b o ss ’s  m other to live by the  rules, which sh e  described  a s  "a nasty  bit 
of business." Likewise, Bob had ten an ts  with "friends in real high places," so  he 
let them  "do w hatever they want." He described  how his uncle had  a  cabin and 
thought "the world of th e se  two girls, so  if I w ant to go to the  cabin, I have  to."
O ther m anagers  spoke about wanting to understand  specific situations, 
but that the  rules had to apply to all tenan ts. M anagers often had  to contend with 
tim es w here a  ten an t’s  particular situation might c a u se  ten sions with unilaterally
enforcing certain policies. Kyla desc rib es  one  such  situation:
I had a  couple who got a  kitten, you know the  wife w as having 
a  hard time, and they got a  kitten, well w e’re a  no pet property 
and they  had to get rid of the  cat and  it w as really difficult.
The wife w as a t an em otional p lace w here  it would benefit her.
It w as her m other’s cat, the  m other died and  it w as like you 
know, in a  perfect world, you’re right, you should have  this cat, 
but you’re at [nam e of apartm ent complex], tha t’s  our policy.
Max found it difficult to convince "good" ten an ts  tha t they  couldn’t do what 
the  "bad" tenan t w as doing. He described  how a  tenan t had  a  big dog on a  no
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pet property an d  they  w ere in the legal p ro cess  of taking care  of it, w hen ano ther
ten an t asked  to have a  dog.
The good tenan t co m es along and  say s , well this person  h a s  a  dog, 
can  I have  a  dog? And you tell them , no you c an ’t and  it w as a  
tough situation b e c a u se  then  they  w ant to a rgue  that this person  
h as  a  dog and  w e had  to explain to them  th a t w e’re trying to take 
care  of it, it’s  not som ething tha t h ap p en s  in one day.
Sum m ary
The tensions of Judgem ent/A ccep tance  occurred  w hen an  on-site 
m an ag e r w anted  to be understanding of a  residen t’s  unique situation, but had  to 
enforce policies. This tension  occurred m ost often in situations w here the  
m an ag e r knew  about a  particular situation, but had  to enforce the  policy even  
though it might not be beneficial to the  resident. T ensions a lso  occurred w hen 
m an ag ers  had  to deal with difficult residen ts and  could not show  outwardly their 
dislike for the  resident.
Friendship and  Multiple R oles 
This section describes the findings of the  seco n d  resea rch  question; In 
w hat w ays do the  on-site m an ag ers  perceive the  requirem ents of expert and 
friend to be contradictory? The first part of this section  exam ines participants 
definitions of a  friend. The second  part looks at th e  multiple roles participants 
described. T he final part of this section exam ines the  conflicting dem ands of 
th o se  roles.
Friendship
All of th e  R esident A ssistan ts interviewed s ta ted  that they  would consider 
som e of their residents to be  friends. A partm ent m an ag e rs  had  mixed 
re sp o n ses. About half felt they  had residen ts tha t they  would consider to be  
friends. Prior to asking the  participants if they felt any  of their residents w ere 
friends, they w ere ask ed  to give a  definition of a  friend. The definitions of a  friend
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w ere m ade up of similar characteristics.
Supportive
O ne of the  m ost com m on a sp e c ts  m entioned w as "being there  for you." 
Several participants described  a  friend a s  so m eo n e  "who’s  th e re  for you w hen 
you n eed  them" and  "is supportive of you." "Som eone you ca re  about and  ca res  
abou t you." "Som eone who looks out for your be tte r well-being, not just your 
short-tim e well being, but your overall." O ther definitions included being 
so m eo n e  you’re ab le to "depend on" or "count on." O ne residen t a ss is tan t said  a  
friend w as "som eone who can  support you, anyw ay you can , I think, regard less 
of w hat you believe, a  true friend would do that, be  th e re  for you w hen you need  
them ." An apartm en t m an ag er u sed  similar te rm s to describe  a  friend, "som eone 
th a t will be there  for you, no m atter what, s tan d  behind you and  support you." 
Confidentiality/T rust
The seco n d  a re a  m ost m entioned in definitions of a  friend w as the ability 
to trust the person  to keep  things confidential. Nick, an  apartm en t m anager, 
described  a  friend a s  "som eone you feel free to co n v erse  with knowing that what 
you’re talking about is confident, confidentiality, an d  that they  understand  and  will 
let you spill your guts." D onna had a  similar definition, "som ebody who will keep  
your secret, som ebody  you can  confide in." S andy  had  a  slightly m ore colorful 
definition, "som eone you can  talk to, tell things to, and  you’re not going to h ear 
them  downtown." O ther definitions touched  on trust and  "being able to tell your 
d e ep e s t darkest sec re t to them."
Enjoy being around
The final a re a  m entioned in definitions of friendship w as so m eo n e  you 
could "have fun with." Often participants would m ention "having things in 
com m on with them." K eegan, a  resident a ss is tan t, defined a  friend a s
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"som eone to hang-out with, have  fun with." O ther participants, like A ndrea, felt 
that a  friend had  to "enjoy th e  sam e  so rts  of things that you enjoy." Vicky also  
felt that a  friend w as "a lot like yourself."
Differing d eg rees
Most participants s ta ted  that th e re  w ere differing d e g re e s  of c lo se n e ss  of 
friends. Several described  a  "true friend" or a  "close friend" in their definitions. 
W hen asked  if they considered  any of their residen ts to be  friends, m ost clarified 
tha t they  did, but not to the  sa m e  d eg ree  of c lo se n e ss  a s  their definition of a  
friend. K eegan said, "I think they’re mostly on the  acqu a in tan ce  level, th e re  a re  a  
few that have gone beyond that, but I know that if I com pare  them  with o ther 
friends I have, they’re not a s  d eep  a s  the  friendships I have  with other people."
Ivy said  that sh e  considered  som e of her residen ts to be  friends, but "I m ean  not 
alw ays d eep  friends." Another m an ag er said  that sh e  would consider so m e of 
h e r residents to be  friends, but "they’re not alw ays c lose friends. It’s  hard  to do 
this job and have very c lose  friends." Dot described  how sh e  did have a  "close" 
friend who hap p en ed  to  be living in the  com plex a t the  m om ent, but they w ere 
friends before sh e  m oved there . Sandy, ano ther m anager, described  having 
"several friends here." S h e  a lso  noted that "I have  on e  w om an here  that is a  very 
good friend, but I’m very careful not to talk to h er about, I do n ’t talk to h er about 
any other tenan ts  here." Several resident a ss is tan ts  m entioned tha t they  a re  
"close friends" now with residen ts that a re  no longer on their floors.
Multiple Roles
R esident a ss is tan ts  an d  resident m an ag ers  saw  th em selv es  a s  having 
multiple and often conflicting roles. This section desc rib es  the  roles m entioned 
by resident m an ag ers  and  the  roles m entioned by resident a ss is tan ts . The 
conflicts, or tensions, c rea ted  by th e se  roles will be  exam ined in the  next section.
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Roles of R esident M anagers
The resident m an ag e rs ’ roles differed depending  on w hether it w as a  
couple that w ere m anaging together, or if it w as an individual. Often m an ag ers  
would m ention that the  role w asn ’t really part of their job, but that they  did it 
anyhow. Many of the roles w ere related to specific jobs th e  m an ag er did, such  
a s  "repairm an, gardening, collection person." O ther roles related m ore to their 
relationships with the  residents. Mary, an  elderly apartm en t m anager, described  
one  of her roles a s  a  "grandm other." Bob and  Mary both described  being "a 
shoulder to  cry on." Som e saw  them selves a s  "role m odels." D onna described  
feeling like "I am  their m other, their daughter, their m ediator, their policem an, 
w hatever." Another m anager, Nick, said  he  w as a  "mediator, policem an, 
lifeguard, garbage  m an, inspector, you nam e it." Kyla described  being an 
enforcer, a  leader and  a  role model for the  kids.
R oles of R esident A ssistan ts
The resident a ss is tan t’s roles w ere m ore uniform a c ro ss  participants, even  
th o se  from different Universities. Most resident a ss is tan ts  described  their roles 
a s  "friend, disciplinarian, counselor, information resource, and  program m ing
director." C an d ace  described  th e se  roles similarly to o ther resident a ss is tan ts:
Be the  friend, I would say , being like a  paren t alm ost, being 
an enforcer, I gu ess , in a  way. I’m trying to think of w ays to 
describe  th ese , w hat’s a  good word for, just being a  good 
resource  I g u e ss  for the  University, I g u e ss  tha t’s  pretty much 
it, all I can think of."
Becky used  similar term s:
Well friend, of course, resource, like I said  a  little bit of 
counseling, you know a s  much a s  I can  or w ant to try to 
accom plish, let’s  see , of cou rse  you a re  an  authority figure, 
and  I don’t like to think of it this way, but I su p p o se  a  role model.
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Interestingly, every resident a ss is tan t described  being a  friend a s  a  role. 
Misty describes the  unique nature  of this role, "having to be  a  friend, I c an ’t think 
of too m any jobs I would othenwise be in w here  I’m expec ted  to be  everyone’s 
friend."
T ensions with Multiple R oles 
This section exam ines tensions c rea ted  by the  multiple and  often 
conflicting roles of on-site m anagers . Participants w ere a sk ed  if the  roles they 
described  ever conflicted. For apartm ent m an ag e rs  the  conflict see m e d  to be 
m ore in term s of things needing done a t the  sa m e  time. R esident a ss is tan ts  
seem ed  to have clear problem s with the  contradictory nature  of th e  role 
expectations. T h ese  contradictions seem  to p roduce tensions of 
expertise/equality and impartiality/favoritism.
Expertise/Equality
The "paradox of the ’friendly expert’" described  by Billig et. al. (1988) 
occurs b e ca u se  if the expert is too friendly h is/her expertise  is th rea tened , but if 
they  a re  too expert, the friendliness is th rea ten ed . M anagers n eed  to maintain 
expertise , but a t the  sam e  time they a re  expec ted  to be friendly and  helpful.
Misty com m ented  on this tension:
Having to be  a  friend, and  a s  the job role being a  friend, 
everyone knows that it’s  my job to b e  their friend, so  how 
am  I going to do that in a  sincere  m anner, how is it that I 
com m unicate all th o se  different s id es  of friendship, when 
it’s  clearly my job role?
Even one of the residential m an ag ers  described  a  similar problem , "I think 
b e ca u se  I live here  w here I work that peop le  take  it for gran ted  tha t I am  their 
’friend’, w hen really I’m just an  acquain tance  or their neighbor." Jeff, a  resident 
assis tan t, describes the need  to maintain his expert role a s  counselo r while still 
keeping his friend role.
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Som etim es a s  a  friend I like to give advice, and  a s  a  counselor 
th a t’s not alw ays the  b est idea by any  m eans, being so m eo n e  
that gives references, reference so m eo n e  to a  particular 
departm ent or the  health service is usually in the  b e st interest 
of the resident.
Ryan d escribes the  difficulty of being a  friendly expert, "It’s  really hard to 
form that bond w hen you have to be, w hen you have to enforce th o se  policies if 
anything w ere to happen." Jenny , a  first y ea r RA, described  "keeping a  slight 
wall betw een us. I don’t really let it get a s  c lose  of friends a s  I am  with my 
cow orkers, just b e c a u se  I know it would be difficult if I w as ever in that situation." 
"I am  here  for them , they  a re  not here  for me."
Impartiality/Favoritism
The o ther tension  cau sed  by the conflicting roles of friend and  enforcer is 
Impartiality/Favoritism. Impartiality/Favoritism (Bridge & Baxter, 1992) occurs 
w hen the  on-site m an ag er’s  job requires that they treat everyone equally, but the  
requirem ents of a  friend a re  to help out (Argyle & H enderson , 1984). This 
tension would occur b e ca u se  of the  conflicting role expectations.
W hen ask ed  if any  of the  multiple roles ever conflict, alm ost every RA 
m entioned the  friend and  enforcer, or friend and  authority figure roles conflicted. 
A ndrea, like m any RA’s, thought "the disciplinarian and  the  friend one really 
does. Som e residen ts you becom e close to and  w hen it co m es time w hen 
they’re doing som ething inappropriately you have  to remind them  w hat they’re
doing and w hat the  rules say." Misty described  this tension:
It conflicts when, geez , being a  lead er expecting a  certain 
m anner of doing things and  having an  idea of w hat I w ant 
to s e e  on my floor, what behaviors I w ant to facilitate, and  
yet being a  friend. Usually being a  friend you’re just getting 
to know the person  and  w hatever they  do bad, you find a  way 
to deal with, w hereas. I’m also  a  leader, so  som ething that I 
have a  problem with could very well be  a  problem  th a t’s  
causing  m ore problem s and  is not OK, so  it’s  som ething I
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n eed  to ad d re ss  a s  a  leader and  not a s  a  friend.
S om e R esident A ssistan ts had difficulties rem aining impartial w hen it
cam e  to enforcing rules on their friends. Ryan described  a  situation with a  friend 
of his, "towards the  end of the  y ear he got into drinking a  lot and  it w as hard, I 
never enforced the  policy against him. Most of his friends w ere 21, but even  
though he w as under age, theoretically I w as su p p o sed  to write him up w hen he 
would drink with hirrl, I never did. I let him slip through the  cracks, which w as 
wrong, but I learned from it. I really did b e c a u se  it cam e  back  to haunt me." 
A nother R esident A ssistant, Vicky, had  a  friend that w as sm oking m arijuana and  
sh e  knew about it, but "really didn’t tell anyone that it w as going on," but 
described  how sh e  would’ve had  to deal with it if "I would’ve walked p ast and 
sm elled it w hen I w as roving. I’d have to do som ething abou t it and  they  knew it."
O ne of the  resident apartm ent m anagers . Bob d esc rib es  the  tension 
experienced  w hen he enforced policies to a  friend, "we w eren ’t friends anym ore 
after I called the police on him. I gave him about ten  w arnings, and  they don’t 
listen to you, so  the  friendship dies." Several apartm en t m an ag ers  encoun tered  
situations w here residents w anted special favors (favoritism). S u san  described  
people trying to bribe her to be  at the top of the  list to ge t into their low incom e 
housing. D onna described a  resident wanting her to "overlook her rent for a  
month."
S trateg ies for M anaging T ensions
This section exam ines the  findings of research  question  three: W hat 
com m unication s tra teg ies a re  u sed  to m an ag e  th o se  ten sio n s?  T he s tra teg ies 
a re  exam ined for the  tensions of A utonom y/Connection,
E xpressiveness/P ro tectiveness, Judgem ent/A cceptance, Expertise/Equality, and  
Impartiality/Favoritism found. Within each  tension, the  s tra teg ies  of denial.
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spiraling inversion, segm entation , balance, and  reaffirmation a re  d iscussed .
S trateg ies  for m anaging A utonom y/Connection and 
E xpressiveness/P ro tectiveness 
The tension  of Autonom y/Connection see m e d  to be the  m ost prevalent 
a c ro ss  all the  ty pes of on-site m anagers . Individuals described  being "always at 
work" and having interrupted "personal time." E xpressiveness/P ro tec tiveness 
a lso  related to the  issue  of privacy. This tension  occurred  w hen people around 
the  m an ag ers  noticed m ore of their personal life than  the  m an ag ers  would’ve 
ex p re ssed  otherw ise. T he stra teg ies  u sed  to deal with 
E xpressiveness/P ro tectiveness w ere the  sam e  a s  th o se  u sed  for 
A utonom y/Connection. Most m an ag ers  seem ed  to rely on segm entation , 
spiraling inversion, or reaffirmation to m anage  th e se  tensions .
Segm entation
The segm entation  tactic m ean s  that the  m an ag ers  com partm entalize parts 
of their relationship. For exam ple. Ivy described  how sh e  would not talk about 
bu sin ess  after hours with tenan ts. Max had a  similar policy that he and  his wife 
com m unicated to the  ten an ts  w hen they  first took over the  com plex. He sen t out 
a  written m em o saying "this is my work from 8-5, and  after that un less it’s  an 
em ergency..." They sen t out a  rem inder that after 5 o ’clock they  should be 
pag ed  only in em ergencies. Dot and  Frank a lso  u sed  segm entation  by never 
doing bu sin ess  in their apartm ent. They would com m unicate w here bu sin ess  
w as done by showing people the  office w hen they first cam e  to the  com plex.
They would explain w here to contact them  for b u sin ess  activities. Kyla a lso  
directly com m unicated w hen sh e  w as working and  w hen w as private time. In 
every  new sletter sen t out to her residents sh e  had  an explanation of w hat to do in
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an  em ergency  situation and  a  definition of w hat an  em ergency  w as (fire, flood, or 
blood). If residen ts didn’t follow the  procedure of paging the  m ain tenance  person 
first, sh e  would tell them  to do that and  if they couldn’t get ahold  of him then 
com e bother her. Ivy a lso  practiced segm entation  by com m unicating to people 
tha t didn’t follow the  office hours e ither sh e  would help them  this time, but not to 
in the  future. S h e  also  com m unicates the  office hours to them  w hen they  m ove 
in and  provides them  with the  know ledge of how to get ahold of so m eo n e  for an 
em ergency.
O ther m an ag ers  spoke of "putting on different hats." D onna spoke of 
confronting her neighbor that had told ano ther neighbor tha t h e r boyfriend had
stayed  the  night.
The next time I confronted her on it and I said, I would 
apprecia te  you not telling ta les  out of school b e ca u se  w hat 
you perceived you saw  w as totally false. And that en d ed  it, 
b e c a u se  at that point in time I am  her neighbor. I’m not the  
apartm en t m anager, on my off time I am  h er neighbor only.
So, I put on a  different hat that way.
M anagers using the  stra tegy  of segm entation  would com partm entalize 
parts of their lives. S om e m anagers  would not tak e  calls excep t in em ergencies 
after hours, thus segm enting  work and  hom e tim es. O ther m an ag ers  would 
describe  them selves a s  being in different roles (putting on different hats) after 
hours.
Spiraling Inversion
M anagers using the  stra tegy  of spiraling inversion will respond  to one  pole 
for awhile and  then respond to the  o ther in an ongoing cycle. Several m anagers  
u sed  this stra tegy  by physically removing them selves for awhile. S usan , an 
apartm ent m anager for 11 years, said, "I can  tell w hen I n eed  to g e t aw ay for a  
bit, I can  tell w hen I start getting really frustrated I n eed  m ore privacy, so  we
50
usually take a  trip for a  w eekend or som ething." S andy  d escribes going for 
coffee everyday a t th ree  o ’clock to  "go out and  visit with people  b e ca u se  it tak es  
m e aw ay from here." Nick gave  similar advice for dealing with the tensions, "be 
su re  you have so m e  freetim e aw ay from here. G o som eplace." Several 
resident a ss is tan ts  m entioned needing to "plan your fun." C an d ace  described  
the  need  to  "consciously rem em ber to give yourself time."
Although for R esiden t A ssistan ts that do not have s e t  office hours, this
stra tegy  can  be difficult b e ca u se  a s  Jeff notes:
It’s hard to know w hen you’re going to be  off duty. Walking 
down the  halls, riding up the  elevator, any  tim e you’re not 
expecting it you could find studen ts  doing som ething they 
probably shou ldn’t and then  you have to put the  RA hat on 
and decide if it’s  som ething you need  to tak e  care  of rather 
than just go take  a  show er and  go to bed.
M anagers using the  tactic of spiraling inversion to m an ag e  tensions 
c rea ted  by A utonom y/Connection and  E xpressiveness/P ro tec tiveness would 
respond to one  a sp e c t of the  tension  for awhile an d  then  to the  other for awhile. 
M ost often m an ag ers  employing this stra tegy  would physically get aw ay for 
awhile. O ther inform ants would plan time for them selves and  would "plan their 
fun."
Reaffirmation
A third stra tegy  u sed  to m an ag e  th ose  ten sions w as reaffirmation. Using 
this strategy  people would recognize the tensions will a lw ays exist and  ce leb ra te  
the  complexity of the  situation. Becky, a  resident assis tan t, describes this
stra tegy  w hen sh e  says:
It w as a  little frustrating at tim es, but dealing with it w asn ’t too 
bad, I just tell myself that obviously they  care , they’re coming to 
s e e  m e it’s  important, and  it’s  important to m e too, so  it w asn ’t 
too bad. I g u e ss  I enjoy that, I enjoy people so  m uch that it’s  not 
a s  big of a  problem .
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Sandy, an  apartm ent m anager, d escribes how sh e  had  so m eo n e  tell her 
"that this w as th e  kind of job that would drive you nuts, well it probably is, but it’s  
a  real enjoyable job." Mary, an apartm en t m an ag e r looked a t the  calls at odd 
hours a s  "just part of the job."
Jeff explained the  im portance of perception;
W hen you’re stuck in your room, in fact th a t’s  a  bad p h ra se  for 
m e to u se  b e ca u se  I don’t actually consider it being stuck  in my 
room, if you’re viewing it a s  an opportunity to do som ething 
rather than  a  negative effect..I u se  that ph rase , I probably use  
it constantly, but I don’t actually view it a s  that. It’s  each  
negative thing is probably an  opportunity in disguise, which 
is really ch ee sy  sounding, I realize, but if you take ad v an tag e  
of those, your s tre ss  levels will be  noticeably sm aller.
M anagers using the  stra tegy  of reaffirmation to m an ag e  the  tensions of 
Autonom y/Connection and  E xpressiveness/P ro tec tiveness recognized that the  
tensions will alw ays exist and  celeb ra te  the  complexity of the  situation. Many of 
the  resident a ss is tan ts  and  resident m an ag ers  said  they found the  variety to be 
the  b est part of the  job, which definitely would be "celebrating the  complexity of 
the  situation."
Sum m ary of S tra teg ie s . T he tensions of A utonom y/Connection and 
E xpressiveness and  Pro tectiveness w ere m an ag ed  through th ree  strateg ies. 
Segm entation allowed the  m an ag ers  to com partm entalize parts  of their lives. 
Spiraling inversion allowed the  m an ag ers  to respond  to one a sp e c t of the tension 
for awhile and  then  respond  to the  o ther for awhile in an  ongoing cycle. Finally, 
Reaffirmation allowed the  m an ag ers  to recognize the  ten sions would always 
exist and  to ce leb ra te  the  complexity of their situation.
S trateg ies  for M anaoino Judgem ent/A ccep tance  T ensions 
Several of the on-site m an ag ers  experienced  tensions w hen trying to be 
understanding of unique situations and  still enforce requirem ents for everyone.
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The other a re a  that this tension w as prevalent w as w hen m an ag ers  didn’t like a  
person, but still had to trea t them  professionally like everyone e lse . The 
stra teg ies  that w ere u sed  the m ost to m an ag e  this tension  w ere em pathy and 
em otion control. N either of th e se  s tra teg ies  w as anticipated  by the  re sea rch er 
and  did not fit neatly into any of Baxter & M ontgom ery’s s tra teg ies  (1996). 
Em pathy
Most m anagers  tried to show  em pathy  and  understanding  of one  a sp ec t 
of the tension w hen dealing with accep tance/judgem ent. The m an ag ers  had  to 
enforce policies that didn’t take into consideration peop le’s  unique 
circum stances, so  they  often would first listen to the  resident and  then  s ta te  they 
understood and  ask  the  resident to "put yourself in my sh oes."  D onna, an 
apartm ent m anager, em ployed this stra tegy  w hen sh e  confronted her b o s s ’s
m other after sh e  had broken the  rules. S h e  described  her strategy:
I called up my m an ag er’s m other and  I said  you n eed  to com e over 
here, you need  to get th e se  people out of here  and  you n eed  to live 
by the  rules the  sam e  way everyone e lse  d oes. I said, I understand  
your son is my boss, but you have to understand  your son  w as 
instrum ental in th e se  rules and  regulations and I have  to enforce 
them  and I’m doing it right now.
D onna told her b o ss ’s  m other that sh e  understood  the  situation, but sh e
also  had a  job to do, so  sh e  asked  the  m other to understand  h er point of view.
Jeff, a  resident assis tan t, u sed  a  similar stra tegy  w hen a  resident w as violating
quiet hours. He sta tes :
I have no problem with face to face talking or tha t so rt of 
confrontation, if you w ant to consider it that, I do n ’t like to 
go in with this is the  rule and  you have  to follow it attitude,
I don’t think tha t’s  really effective, a t least not for m e. I sit 
down and ask  them  what they’re feeling and  how they  go 
about coming to w hatever conclusions they’re having and  we 
go from that standpoint. I think if you listen to your residen ts 
or your staff you’re going to get m uch better results.
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Yet Jeff also  m entioned tha t just listening to a  particular situation w as not
enough, he  had  to still follow rules. He describes;
They’d say, well o ther RA’s  just look the  o ther way and  tha t’s 
w here I’d say, well that might be the  c a se , but th a t’s  not me 
b e ca u se  if I w ere  to do that I’d feel terrible. I m ean. I’m 
getting paid to do a  job and  I’m going to do it to the  b e s t of 
my ability and  that includes the  unfortunate side of discipline 
a s  well....if they ever have  a  problem  with how I’m running 
things, they a re  m ore than  w elcom e to com e and  talk to me 
about it, even  if I think they’re wrong. I’ll sit and  d eb a te  it 
until they’re satisfied.
A ndrea, ano ther RA also  em p h asizes  the  im portance of listening to try to
understand  the  resident:
You definitely have to listen to the  person , give them  positive, 
you know, u se  active listening, m ake su re  they know that you’re 
paying attention to w hat they say  and  that you understand  it.
Um, paraphrasing  w hat they  say  back to them  I think is 
important to m ake su re  you get the  right idea of w hat they’re 
trying to convey to you. Then after listening to them  fully, 
saying yes I can  s e e  how you got this confused , this is what 
I did, how do you feel about that, getting m ore information 
from them  and  again dealing with information by this is how 
I feel, trying to com e to som e understanding  with the  resident 
before you let them  out of the room so  th e re ’s  no hard  feelings.
Kyla, an  apartm ent m anager, u sed  this s tra tegy  w hen dealing with her
resident that had a  ca t on a  no pet property. S h e  acknow ledged to the  resident:
You know in a  perfect world, you’re right, you should be allowed to 
have this cat, but you’re at "Firefly A partm ents," th a t’s  our policy.
S h e  described  her u se  of this strategy:
It’s  im personal. I understand  the  situation is hard, but it’s  not about 
me. It’s  the apartm ent com plex. This is a  housing project, you ag reed  
to live up to th e se  {rules} w hen you m oved in and  you simply need  to 
live up to w hat you ag reed  to.
S usan , ano ther apartm ent m anager, u sed  a  similar stra tegy  w hen 
so m eo n e  tried to bribe her to be put a t the  top of the  waiting list for their low 
incom e complex.
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I’ve even  had people try to bribe m e to be put on top of the  list, 
and  I h ave  had to tell them , how would you feel if you w ere at 
the  top of the list and so m eo n e  cam e in and  w anted  m e to  put 
them  up above their nam e, this is w hat I told this on e  gal, and 
sh e  w asn ’t expecting m e to say  that. S h e  w as kind of quiet and 
said  tha t’s  true isn’t it. And I said  yes. Let them  think abou t it 
for a  minute, you know.
Occasionally, an  informant described  having difficulties with em pathizing 
too m uch with the  resident’s  situation and  had difficulties judging the  p e rso n ’s 
behaviors according to estab lished  policies. Ryan, a  residen t a ss is tan t for three
y ears, desc rib es  this difficulty:
It w as tough, I had  a  tough time my first y ear doing it {enforcing 
policies}, I m ean if I had to do it, I did it, but I felt guilty doing it.
You mainly enforce the alcohol policy, u n d erag e  drinking. Well,
I’m not going to lie, I drank w hen I w as under 21, I m ean  I never 
did it in the  halls, but it’s hard to, it’s  kind of like the  pot calling 
the  kettle black. I’m writing them  up for drinking, b e c a u se  th ey ’re 
under 21, yet the  next w eekend I go hom e and  do the  exac t sam e  
thing.
O ther tim es, an effort w as m ade to sep a ra te  judgem ent of the  person  from 
the  judgem ent of the behavior. B renda, a  resident a ss is tan t d escribes "trying to
say  the  good with the bad."
I try to say  the good with the  bad. Like if w e’re doing a  discipline, 
we like to say  w e’re not judging you a s  a  person , w e’re judging this 
action, this one time in your life kind of action, and  it say s  nothing 
about you and w e want you to know w e’re h e re  for you. And tha t’s  
usually how we end  our disciplines, our doors a re  open  if you n eed  to 
com e talk to us.
Em pathy w as one stra tegy  u sed  by on-site m an ag ers  to m anage  tensions 
of Judgem ent/A cceptance. M anagers using this tactic would often ask  residents 
to put them selves in the  m anager’s sh o es . O ther m an ag ers  would let the  
resident know that they understood and em path ized  with their situation and  w ere 
judging their actions, not them  a s  a  person.
Emotion Control
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The o ther s tra tegy  m an ag ers  see m e d  to u se  to m an ag e  ten sio n s  of 
judgem en t/accep tance  w as em otion control. M anagers frequently described  
controlling the expression  of em otions, especially  an g e r and  frustration, w hen 
dealing with residents. Kyla, an  apartm ent m anager, desc rib es  trying to control
her em otions w hen dealing with a  resident s h e  didn’t like.
It tak es  every ounce of everything I have  just to bite my tongue, 
u se  the  sam e  m annerism s, the  sam e  de tachm ent tha t I would 
with any o ther resident.
A nother m anager. Bob, described  finding so m eo n e  e lse  to deal with a  
difficult person:
I usually go get my dad  or my brother b e ca u se  I ge t m ad. You just, 
you can ’t ge t m ad. You just have to keep  pushing, you know, p lease , 
p lease , p lease ...
I’ve learned  a  lot of diplomacy since I quit farming. H ave to have 
m ore patience...
Several m an ag ers  m entioned patience  a s  being important. As Bob said:
Be a s  patient a s  you can, understanding. Patience, patience, 
patience. P eople  a re  yelling at you all the  time. And have a  good 
bar out of town.
Likewise, Becky, a  resident assis tan t, com m ented  on the  im portance of 
patience.
I m ean, you c an ’t lose your patience b e ca u se  then  you’ve just 
totally given them  w hat they w ant to s e e . And it’s  like if you lose 
your tem per then  th a t’s  w hat they’re trying to do, provoke you, so  
it’s  like you know I alw ays thought kill ’em  with kindness. It’s 
like be polite, you know, w hat can  they  say  to that.
S usan , a  m an ag er for eleven years, a lso  described  controlling em otions
a s  a  key strategy:
Num ber one  thing I would say  is to be  calm , be  kind no m atter 
how frustrated you are, deal with each  thing individually a s  b est 
a s  you can . Even though you might be  s tre ssed , don’t show  it 
outwardly.
Becky, a  resident assis tan t, had  difficulties dealing with a  resident with 
sev e re  em otional problem s. S h e  had to som etim es leave the  situation to rem ain
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in control of her em otions.
S om etim es with the  girl next door it would be really hard. I 
would just have to just really relax b e ca u se  sh e  would sa y  som e 
of the nasties t stuff to m e, but I realized that sh e  had  o ther 
problem s too that w ere em otional and  physical and  there  w as 
m ore to it than  I knew about. But it w as really hard, I’d just 
have to relax, calm  myself down, or som etim es leave my room...
O ccasionally a  m an ag er would relate a  situation w here they  didn’t have 
control of their em otions w hen dealing with a  resident. Dot, a  residential
m anager, d escribes one such  situation:
I don’t think it ever helps to get m ad, you can  com e into your 
apartm ent and  get m ad if you w ant (laughs). I think I only 
had one ep isode  tha t a  lady called m e one time and  I hung up 
on her (laughs) and  tha t just w asn ’t me, but I just, I didn’t 
have to listen to w hat sh e  w as ranting and  raving about, you 
know, (laughs) and I thought, then  I felt bad after 1 did it, but 
I thought listen, I don’t have  to put up with this.
Sandy, an  apartm ent m an ag er for eleven years, d escribes the  im portance
of hum or once a  difficult situation h as  p a ssed .
The things that happen  here  a re  really, som etim es they’ll m ake 
you flare up, but they’re really funny w hen you sit back  and  look 
at them .
Several m anagers  u sed  the stra tegy  of em otion control to m anage  the 
tension  of Judgem ent/A cceptance. G enerally the m an ag e rs  w ere trying to 
control the expression  of feelings of an g er and  frustration with ten an ts . P atience 
with residents w as a  key part of this em otion control strategy.
Sum m ary of s tra teg ies . M anagers em ployed two main stra teg ies  to 
m an ag e  tensions of Judgem ent/A ccep tance. Em pathy allowed the  m anagers  to 
a sk  the  residents to put them selves in the  m anager’s  sh o es . In addition, 
em pathy  w as u sed  to understand  the person  and to judge the  p e rso n ’s  actions 
and  not the person  them selves. M anagers also  u sed  em otion control to m an ag e  
the  Judgem ent/A ccep tance tensions. M anagers would control the  expression of
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an g er and  frustration.
S trateg ies  for m anaging tensions of Expertise/Equality 
The tension of expertise  equality occurs w hen the  m an ag ers  a re  expected  
to be experts and  yet be  friendly, or in the  c a s e  of the  resident a ss is tan ts  be 
friends. Billig et. al. (1988) describe  the  "paradox of the  friendly expert" a s  too 
m uch friendliness endangering  the  expertise  an d  too m uch expertise  getting in 
the  way of friendliness. While this tension  w as m ost pronounced for resident 
ass is tan ts , apartm ent m anagers  a lso  mildly experienced  the  tension. The m ost 
com m on s tra teg ies  u sed  to m an ag e  this tension  w ere denial and  speaking a s  a  
peer.
Denial
R esident a ss is tan ts  and m an ag ers  using this stra tegy  denied one  a sp ec t 
of the  tension. For exam ple, m any resident m an ag e rs  s ta ted  that they felt they 
couldn’t be friends with their residents. D onna desc rib es  how her m anagem ent
group w arns against becom ing too friendly:
My m anagem en t group w arns against, and  very judiciously,
I might add, is that you don’t becom e too friendly with th ose  
people around you, that a re  living here. And the  reaso n  why 
is if you get too friendly with a  person , they  might w ant to take 
liberties, like say  you know can  you overlook my rent this 
month, can  you do this, can  you do that. T hat’s  why I have 
m aintained an arm ’s length to all my residen ts  and  my 
neighbors here, and  it’s  a  sh am e  you h ave  to do that, but 
I’m in a  really different situation than  anybody e lse  in 
this complex.
Kyla, ano ther apartm ent m anager, spoke  abou t learning to rem ain a s
strictly a  m an ag er and not a  friend.
I dated  one [a resident] and  this w as abou t eight y ears  ago, 
back in Chicago. Sure, it jeopard ized  my job and  eventually 
cost m e my job, so  I learned early that fraternization is a  
good policy to avoid, I m ean it’s  good to enforce it, you don’t 
get involved with residents, especially  not with your
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lawsuits today. It’s  not even  an issue  for m e, for m e it’s  not 
even  an  issue. P eople  can  com e in and  be  friendly an d  talk, 
but outside of h e re  it’s  very clear. And I g u e ss  th a t’s  b ecau se  
I’ve b een  in this awhile and  know w hat works and  w hat 
d o esn ’t work.
Bob a  resident apartm ent and  motel m an ag e r had  a  similar experience.
C an’t really be friends with th e se  people, I tried that. They push 
it. Y ears ago  (sigh) I tried it, it d o e sn ’t work. They’re always 
going to  take ad v an tag e  of it. I just don’t interact socially with 
th e se  people here , let’s  put it that way.
Another motel m anager, Karen, described  the  im portance of not being
taken  in by sad  stories.
Ju st a  reason  for not paying for their room in advance , 
tom orrow I have  m oney coming or som ething like that, and  
when it’s really cold out, it’s  not e asy  to turn som ebody  away.
T here’s  professionals, a  lot of them . W e had  one guy go so  far 
a s  to have a  buddy of his call us up and  say  that they  w ere a 
trucking com pany in the  a re a  and  they had  a  truck broke down 
and they  n eed ed  to put up their m an and  they  w ere going to wire 
m oney on M onday. Well, w e should’ve called back to be  sure...
It’s kind of sad  actually b e ca u se  w e w ere the  type tha t trusted 
everyone and  they  kind of take that aw ay from you. W e have a  
hard fast rule tha t our em ployer w on’t let us give any credit, and 
that so lves it. It took awhile to realize that th a t’s  w hat you have 
to do.
Apartm ent m an ag ers  often m anaged  the  Equality/Expertise tension by
denying the  a sp e c t of equality. Many m an ag ers  did not g e t real friendly with their
residen ts to be  able to maintain a  professional s tan ce . In addition, they learned
to be de tached  w hen dealing with residents.
Speaking  a s  a  peer
R esident a ss is tan ts  u sed  a  stra tegy  of speaking  a s  a  p e e r to m an ag e  the
tension of equality/expertise. Many of the  resident a ss is tan ts  spoke of treating
residen ts a s  adults w hen the resident a ss is tan t w as in their authority role. Ryan,
a  resident a ss is tan t for th ree  years, describes his u se  of this strategy.
I would talk to the  resident and I would be  like, you know, but
59
I’m on duty tonight and  this is how w e’re enforcing the  policy.
If you respec t us, w e’ll re spec t you back. Ju s t trea t them  a s  a  
peer, treat them  on the  sam e  level, don’t ev er look down upon 
them  and  you know, talk down to them . It d o e sn ’t work that 
way. You n eed  to talk to them  on the  sa m e  level tha t you are.
And a  lot of tim es they  respec t that, they resp ec t th a t w hen 
you talk to them  a s  an  adult, not a s  a  child.
C an d ace  a lso  described  the im portance of acting like a  peer, "I think it’s  
really im portant that I don’t try to m ake myself ab ove  them ." A ndrea described
the  im portance of getting to know peop le’s nam es.
I g u e ss  I try to ge t to know every p e rso n ’s  n am e in the  building.
B ecau se  the m ore background you know on them , it’s  so  much 
e as ie r  to deal with that person  if som ething h ap p en s  either to 
them , or they c a u se  som e sort of problem  in the  dorm  b ecau se  
they know you care  about them  before you a re  in the  
disciplinarian role.
M anagers using the  stra tegy  of speaking a s  a  p e e r w ere able to m an ag e  
th e  Equality/Expertise tension  by rem aining friendly and  a  p e e r a s  they  w ere in 
an  authority role. Speaking  to residen ts a s  an adult an d  being respectful w ere 
u sed  to treat the  resident a s  a  peer.
Sum m ary of s tra teg ie s . O n-site m an ag ers  u sed  two main s tra teg ies to 
m an ag e  tensions of Equality/Expertise. Many of the  apartm en t m an ag ers  utilized 
the  stra tegy  of denial which allowed them  to deny the  a sp e c t of Equality to 
m aintain their m anagerial expertise . The other s tra tegy  u sed  w as speaking  a s  a  
peer. R esident a ss is tan ts  often u sed  this stra tegy  to m aintain a  s e n s e  of equality 
an d  friendliness while enforcing rules and  policies.
S trateg ies for m anaging tensions of Impartiality/Favoritism 
The impartiality/favoritism tension  generally  occurred  w hen a  "friend" 
w anted  a  special favor and  the  on-site m anager n eed ed  to trea t everyone the 
sam e . This tension see m e d  m ost pronounced with residen t a ss is tan ts  b e ca u se  
of their required roles of friend and  disciplinarian. R esiden t apartm ent m angers
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reported  this tension le ss  often, pe rh ap s  b e c a u se  of their c lea r rules about not 
developing relationships with their residents. The m ost com m only u sed  
s tra teg ies  w ere defining friendship requirem ents, denial, and  segm entation . 
Defining friendship requirem ents
R esident a ss is tan ts  m ost com m only u sed  this stra tegy  w hen they  sta ted  
that a  "true friend" would be understanding  of their job position and  wouldn’t ask  
for special favors. A ndrea, a  resident a ss is tan t for th ree  years, u sed  this 
strategy.
Som etim es if they question m e, I say, you know. I’m still c lose  to 
you, I still am . I don’t m ean  to drag you down, but you know 
th a t’s my position ever since  you m oved in and  a s  a  good friend 
you should respect that I’m just trying to do my job well. Usually 
people a re  really receptive to that.
Jeff, ano ther RA., desc rib es  his friends as:
th e  people that I usually befriend tha t a re  residen ts  a re  usually, 
well you know the  p h rase  birds of a  feather, th ey ’re usualiy people 
that follow the  rules, that think before they  ac t and  they understand  
com pletely that when I n eed  to a sk  them  to quiet down for quiet 
hours or som ething like that, they understand  that I’m doing my job 
and they don’t have a  problem  complying.
Becky also  described  h e r friends a s  being understand ing  and  respectful of 
her job.
They’re my friends, they  should realize, at least I think they should.
And if they ever didn’t, I would tell them . Not a  big issue , b ecau se  
m ost of my friends really respec t that, re spec t my job, so  that 
[fairness] w asn ’t really a  problem.
S h e  also  notes:
I never had a  friend try to do anything like that. I do n ’t think 
they’d w ant to put m e in that position b e ca u se  they  w ere a  
friend, you know.
Kia, ano ther resident a ss is tan t a t a  different cam pus, a lso  felt a  true friend
would be  understanding of her job requirem ents.
If I have to confront one of the  residents who is a  friend of mine, 
they a re  m ore accepting of my job duties. For instance, if I had
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to write-up one of my friends for their behavior, they  usually 
accep t this without any problem s and  let it go. If they  a re  truly 
a  friend, they  will re spec t your job and  let you do it.
A stra tegy  for m anaging the  tensions of the  Impartiality/Favoritism 
dialectic w as using the  definition of a  friend to show  why a  "true friend" wouldn’t 
m ake req u ests  for favoritism. By defining the o ther person  a s  a  friend, the 
m an ag e r can  s ta te  that a s  a  true  friend they  should understand  and  respec t their 
job.
Denial
A nother tactic u sed  w as to deny one a sp e c t of the  tension. For exam ple, 
Ryan, a  resident assis tan t, practiced denial w hen he knowingly let his underage
friend drink without writing him up. He describes the  effects of this strategy:
T he friend I referred to last year, he, tow ards the  end  of the 
year, he  got into drinking a  lot and  it w as hard, I nev er 
enforced  the  policy against him. Most of his friends w ere 21, 
but even  though he  w as under a g e  theoretically I w as 
su p p o sed  to write him up w hen he would drink, I n ever did.
I let him slip through the  cracks, which w as wrong, but I 
learned  from it, I really did b e c a u se  it cam e back to haunt 
m e. Ju s t that the  o ther residents knew about it, so  they  would 
try to get aw ay with it and  from then  on, it’s  kind of like 
dom inoes, the  domino effect w here if I let one  person , I have to 
do that.
Betty, an apartm ent m anager, practiced the  stra tegy  of denial in the 
opposite  w ay of Ryan. S h e  d escribes how they  purposely did not socialize with
residen ts  to rem ain impartial.
W e don’t socialize with them . You are  courteous an d  do visit with 
them  and things like this, but you do not socialize with them  
b e c a u se  then, we have 144 units, and  if they  w ere to  find you 
socializing, o thers would be thinking you w ere playing favorites 
that that person w as getting special treatm ent. So, w e don’t 
socialize with our residents.
M anagers practicing the  stra tegy  of denial w ere ab le  to m an ag e  the 
tension  of Impartiality/Favoritism by responding to one a sp e c t of the  tension
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while ignoring the  other. Either the  m an ag e r would favor the  friend while ignoring 
the  n eed  to be  impartial, or th e  m an ag er would rem ain impartial by not becom ing 
friends. Usually this stra tegy  w as ultimately not very satisfying to the  m anagers . 
Segm entation
The o ther stra tegy  often em ployed by on-site m an ag ers  to m anage  
tensions of Impartiality/Favoritism w as segm entation . Certain parts of the 
relationship a re  com partm entalized. For exam ple, Sandy, an apartm ent 
m anager, described  how sh e  w as "careful not to talk to her [a friend] about, I 
don’t talk to h er about any o ther ten an ts  here." Likewise, Ivy, an o th er apartm ent 
m anager, described  "being careful about w hat you say , especially  after hours to 
ten an ts  and not talk about personal stuff." Even so m e of the  resident a ss is tan ts  
practiced segm entation  tactics. Vicky, a  resident a ss is tan t for th ree  years, 
described  using the  segm entation  tactic in a  couple different in stances. S he  
u sed  segm entation  w hen dealing with a  friend who w as sm oking m arijuana on 
cam pus.
I’ve had a  friend I knew w as m arijuana sm oking and  I didn’t quite 
know w hen, and  I knew the friend did it, but I didn’t tell anyone that 
that w as w hat w as going on. But if I would’ve w alked p a s t and 
sm elled it, like w hen I w as roving. I’d have to do som ething  about 
it, and  they knew it.
S he  a lso  described  a  situation w here sh e  w as not in the  resident a ss is tan t
role, which sh e  com partm entalized from her friend role.
W e had a  confidentiality problem o n e  time w here  one  friend w as 
dating an o th er friend and  then he s tarted  see in g  an o th er girl [on 
her floor], and  I just let my friend know that th a t w as w hat I saw , 
and that w as su p p o sed  to be a  b reak  in confidentiality from this 
o ther girl’s  point of view b e ca u se  I w as the RA telling this o ther 
girl, w hen I w as not the  RA at the  time, I w as the  friend an d  it’s  
hard to sep a ra te  the  two.
By segm enting  the various parts of their relationships with residents.
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th e se  on-site m an ag ers  w ere ab le  to m an ag e  the  tension  of 
Impartiality/Favoritism. However, som e of the  residen ts didn’t alw ays know w hen 
they  w ere in the  friend role and  w hen they w ere in the  m an ag er role, which 
c au se d  m ore tensions.
Sum m ary of s tra teg ie s . T he tension of Impartiality/Favoritism w as 
m an ag ed  through the  u se  of th ree  stra teg ies. R esident a ss is tan ts  often u sed  the 
definition of a  friend to m an ag e  tensions. They would define a  true friend a s  
so m eo n e  that would be understanding of their job and  not put them  in a  bad 
situation by asking favors. O ther m an ag ers  u sed  the  stra tegy  of denial in which 
they  would deny one a sp ec t of th e  dialectic. S om e would avoid enforcing rules 
with friends, while o thers would not becom e friends to rem ain impartial. T he final 
strategy, segm entation , allowed m an ag ers  to show  favoritism w hen they  w ere 
not in their job role.
Sum m ary
This chap ter described  the  findings of the  data. T he first section 
described  the  tensions experienced  by on-site m anagers . O n-site m anagers  
experienced  tensions of Autonom y/Connection, E xpressiveness/P ro tectiveness, 
and  Judgem ent/A cceptance. Exam ples of tensions with A utonom y/Connection 
tha t w ere com m only m entioned w ere people calling the  residen t m an ag e rs  after 
hours for minor problem s that w ere not em ergencies. For o ther m anagers , 
tensions of Autonom y/Connection occurred w hen people would just walk into 
their hom es without knocking. R esident a ss is tan ts  se e m e d  to experience  this 
tension  m ore w hen o ther resident a ss is tan ts  would en te r their room s w hen they  
w ere gone without asking perm ission first. O ther tim es this tension occurred 
w hen the  resident a ss is tan t or resident m an ag er w anted to do a  particular 
activity, but could not do it without constan t interruptions. T ensions of
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E xpressiveness/P ro tec tiveness com m only included trying to keep  dating private. 
O ther tim es tensions of E xpressiveness/P ro tec tiveness occurred w hen a  residen t 
d isclosed m ore than the  on-site m an ag er w anted to know about the  residen t’s 
personal life. T ensions of Judgem ent/A ccep tance  com m only included a  
m an ag e r w anting to be  understanding of a  particular residen t’s  situation, but 
needing  to enforce policies uniformly. A nother com m on exam ple of the  tension 
of Judgem ent/A ccep tance  occurred w hen on-site m an ag e rs  disliked a  resident, 
but n eed ed  to  avoid showing any  dislike.
The next section described  participants’ definitions of friendship, the 
multiple roles of resident m an ag e rs  and  resident a ss is tan ts , and  the  tensions 
asso c ia ted  with those  roles. Friendship w as com m only defined a s  being m ade  
up of the  following characteristics; supportive, confidential, enjoy being around, 
and having differing d eg rees . R esident a ss is tan ts  all considered  "being a  friend" 
a s  a  role. N one of the  apartm ent m an ag ers  listed being a  friend a s  a  role, but 
m any m entioned friend-like roles such  a s  being a  shou lder to cry on. W hen 
a sk ed  if any of the roles they  m entioned ever conflicted, residential m an ag ers  
viewed the roles a s  conflicting in term s of time constrain ts. However, resident 
a ss is tan ts  viewed the  friend and  enforcer/disiplinarian roles a s  conflicting. Two 
tensions w ere asso c ia ted  with th e se  multiple roles: Expertise/Equality and 
Impartiality/Favoritism. Com m on exam ples of ten sions of Expertise/Equality 
w ere enforcing policies a s  a  resident a ss is tan t, while still trying to be a  friend. 
Com m on exam ples of tensions of Impartiality/Favoritism w ere being ask ed  to 
overlook a  policy violation of a  friend, w hen the  resident a ss is tan t w as required 
a s  a  part of the  job to enforce policies equally.
The final section of this chap ter exam ined the  s tra teg ies  u sed  to m an ag e  
the  tensions c reated  by the  A utonom y/Connection,
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E xpressiveness/P ro tectiveness, Judgem ent/A ccep tance, Equality/Expertise, and  
Impartiality/Favoritism dialectics. Eight different s tra teg ies  w ere u sed  to m an ag e  
th e se  tensions: segm entation , denial, spiraling inversion, reaffirmation, em pathy, 
em otion control, speaking  a s  a  peer, and  defining friendship requirem ents. 
Segm entation  w as the m ost com m only reported stra tegy  and  w as u sed  to 
m an ag e  tensions of Autonom y/Connection and E xpressiveness/P ro tectiveness. 
O n-site m anagers  using this stra tegy  would often d iscu ss  w ork-related topics 
only during office hours. A nother com m only u sed  stra tegy  w as denial, which w as 
u sed  to m anage the  tensions of Expertise/Equality and  Impartiality/Favoritism. 
M anagers using denial would respond only to one  a sp e c t of the  tension. A nother 
stra tegy  used  to m anage  tensions of A utonom y/Connection and  
E xpressiveness/P ro tectiveness w as spiraling inversion. O n-site m an ag ers  using 
spiraling inversion would respond  to one pole of th e  dialectic and  then  the  o ther 
in a  cyclical pattern. For exam ple, m any m an ag ers  reported  they  would go aw ay 
for the  w eekend to have tim e alone and  then  com e back  to devote tim e to their 
residents. Reaffirmation w as a lso  u sed  to m an ag e  tensions of 
Autonom y/Connection and  E xpressiveness/P ro tec tiveness. O n-site m anagers  
using this strategy viewed th e  phone calls and interruptions a s  just part of the  job 
and  felt the residents m ust really care  to be com ing over or calling. T ensions of 
Judgem ent/A ccep tance  w ere often m anaged  by em pathy  and  em otion control. 
M anagers using the  stra tegy  of em pathy  would a sk  the  resident to "put 
them selves in my shoes." Emotion control w as u sed  to avoid showing any 
dislike (judgement) tow ards a  resident. T ensions of Expertise/Equality w ere 
m an ag ed  by the  stra tegy  of speaking  a s  a  peer. R esident a ss is tan ts  reported 
that by talking to residents a s  peers, they  could maintain friendliness while 
enforcing policies. The final stra tegy  u sed  to m an ag e  tensions w as defining
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friendship requirem ents. O n-site m an ag e rs  u sed  this stra tegy  to m anage  
tensions of Impartiality/Favoritism. M anagers using this stra tegy  would often 
s ta te  that a  "good friend" would never put them  in a  bad  position by asking them  
to do a  favor that would jeopard ize their job.
CHAPTER FOUR: DISCUSSION AND IMPLICATIONS OF FINDINGS 
In this chap ter, in stances of support and  extension of the 
descriptive fram ew orks in the  findings section a re  exam ined. First, the  tensions 
supporting resea rch  question one  (the dialectical ten sions experienced  by on-site 
m anagers) a re  provided. Next, findings related to resea rch  question two (w ays in 
which the  requirem ent of friend and  of expert a re  contradictory) a re  exam ined. 
Finally, findings related to resea rch  question th ree  (the com m unication s tra teg ies  
u sed  to m anage  the  tensions) a re  d iscussed .
R esearch  Q uestion O ne 
This section exam ines the  in s tances of support for resea rch  question one  
which exam ined the  dialectical tensions experienced  by on-site m anagers . As 
the  re sea rch er expected , the  tensions of Autonom y/Connection, 
E xpressiveness/P ro tectiveness, and  Judgem ent/A ccep tance  w ere com m on 
ten sio n s  experienced  by this population. Each of th e se  tensions is exam ined in 
term s of the descriptive fram ework, Baxter & M ontgom ery (1996) dialectical 
tensions.
A utonom y/Connection 
Baxter & M ontgomery (1996) conceptualized  this dialectical tension in 
term s of the c lo sen ess  of relationships. Instead  of viewing c lo sen ess  a s  a  high 
d eg ree  of in terdependence, similarity, or positive affection, Baxter & M ontgomery 
describe  a  dialectical perspective of s e p a ra te n e s s  and  co n n ec ted n ess .
Likewise, Rawlins (1989) desc rib es  this tension  in friendships a s  freedom  to be 
independent and freedom  to be dependen t. T h ese  au thors fram e the  dialectic in 
term s of relationships, either rom antic or friendships.
The findings supported  this dialectic in a  slightly different way. R ather 
than  connection referring to the  connection with a  single person , connection
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referred to the  connection with all the  residents. In addition, connection often 
w as see n  a s  connection with the  job. O n-site m an ag ers  often described  "always 
being on the  job." Autonomy w as often described  in term s of being ab le  to do 
activities a s  an  individual, m uch like Rawlins’ freedom  to be  independent. The 
on-site m an ag ers  a lso  viewed se p a ra te n e s s  a s  the  ability to "separa te  from the 
job."
The findings of this study expand  the  notions of Autonom y/Connection to 
describe  the tensions experienced  by a  group of individuals that a re  closely tied 
to their jobs and  their clients. Many of the  on-site m an ag e rs  described  "always 
being at work" and s ta ted  that th e re  w as no separation  betw een  work and  hom e. 
Typically workers in o ther occupations would be likely to develop  connections 
with cow orkers and  p erhaps som e of their clients, but they  a lso  would have time 
to them selves outside of the  work a rena. For on-site m an ag e rs  b ecau se  of their 
unique working and  living a rrangem en ts  this tension  b eco m es pronounced.
R esident apartm ent m an ag ers  seem ed  to experience  this tension m ore 
often w hen they  did not have a  sep a ra te  office sp a c e  outside their hom es. Som e 
m an ag ers  even  had  to contend with residen ts walking into their hom es without 
knocking first. For m ost resident m an ag ers  with offices outside the hom e and  se t 
office hours, the  tension occurred w hen residen ts would call after hours for minor 
problem s. Several of the  apartm en t m an ag ers  described  their jobs a s  "24 hour a  
day, 7  days a  week" and  a  couple com m ented on their lack of a  "real vacation" in 
over six years.
R esident a ss is tan ts  a lso  encoun tered  this problem  w hen they  would have 
to take care  of problem s w hen they  w ere technically "off work." O ther tim es the 
tension  occurred w hen the  resident a ss is tan t had o ther activities to do, such a s  
studying or spending time with friends, and  w ere unable to do th ose  activities
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b e c a u se  of constan t interruptions from their residents. M any of the  resident 
a ss is tan ts  a lso  described  their jobs a s  "24 hour a  day, 7  d ays a  week."
E xpressiveness/P ro tectiveness 
A nother dialectic tension supported  by the  findings of this study w as 
E xpressiveness/P ro tectiveness. Baxter & M ontgom ery (1996) and  Rawlins 
(1963) developed this dialectical perspective  to provide an  alternative to 
traditional notions of self-disclosure and resp o n siv en ess . Their dialectical 
perspective  desc rib es  the  need  for self to be  protected from the  vulnerability and 
risk of self-disclosure while at the  sam e  tim e needing to d isclose  to benefit the 
relationship. Again, this disclosure is viewed within the  context of relationships.
R esidential apartm ent m an ag ers  and  resident a ss is tan ts  experienced  this 
tension  w hen parts  of their lives w ere disclosed  without the  m an ag er intending to 
disclose. B ecau se  they  lived and  worked in c lose  proximity to their residen ts and 
b e c a u se  they  w ere in high profile positions, m an ag er’s  personal lives w ere often 
under c lose  scrutiny. This tension seem ed  m ost pronounced for young fem ale 
resident a ss is tan ts  and  apartm ent m an ag ers  a s  they w ere dating. For resident 
a ss is tan ts  this "scrutiny" often cam e from o ther staff m em bers m ore than  from 
the  residents. For apartm ent m an ag ers  the  tension  se e m e d  to occur w hen 
neighbors w ere watching. O ther tim es the  tension would occur w hen a  resident 
d isclosed  m ore than  the  m anager w anted to know about.
The findings of this study broaden the  conceptions of ex p ress iv en ess  and 
pro tectiveness to include involuntary disclosure that would occur from being in 
close  proximity to their clients. In addition, it also  would include clients divulging 
m ore information than a  m anager might be  com fortable hearing. T h ese  tensions 
see m e d  m ost pronounced with younger fem ale m an ag ers  an d  se e m e d  to occur 
b e c a u se  of relationships that developed b e c a u se  of co n stan t interactions.
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Judgem ent/A ccep tance
The dialectical tension of Judgem ent/A ccep tance  occurred w hen 
m an ag ers  w ere required to m ake judgem ents b a se d  on s e t criteria, but w anted  to 
be understanding of individual’s  c ircum stances. In addition, m an ag ers  a lso  had 
to a p p ea r accepting of clients they  judged harshly and  did not like. Bridge & 
Baxter’s  (1992) and  Rawlins’ (1989) describe  this tension  occurring betw een  
friends w hen one friend judges the  o ther’s behavior and  yet a s  a  friend should be  
accepting of the  behavior.
The findings of this study expand Bridge & Baxter (1992) and  Rawlins 
(1989) notions of Judgem ent/A ccep tance. R esident m an ag ers  often 
encoun tered  situations w here they  had  to judge a  resident b a sed  on s e t criteria 
and  policies, but the  resident had individual c ircum stances that m ade it difficult 
not to be accepting of the  resident in that situation. O ther tim es m an ag ers  
encountered  difficult clients that they  judged and  did not like, but they had  to 
ap p ea r accepting. R esident m an ag ers  often described  needing  to control the  
expression  of an g e r and  frustration which would show  a  judgem ent tow ards the  
resident.
R esident a ss is tan ts  a lso  experienced  tensions with judgem ent and  
accep tan ce . Several resident a ss is tan ts  had  difficulties enforcing the  policies 
and  making judgem ents b e ca u se  they had done the  sam e  behaviors a t one  time, 
so  they w ere m ore accepting of the  c ircum stances. O ther tim es, resident 
a ss is tan ts  had  to try to sep a ra te  the  behavior which they  judged from the  person  
who they accep ted . Like the resident m anagers , resident a ss is tan ts  a lso  
experienced  tensions w hen trying to control expressions of an g er and  frustration.
The findings of this study expanded  Bridge & B axter’s  (1992) and  Rawlins’ 
(1989) conceptions of the  Judgem ent/A cceptance  dialectical tension. R esident
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m an ag ers  and  resident a ss is tan ts  experienced  tensions b e c a u se  of the  n eed  to 
ex p ress  certain  judgem ents  (rules and  policies) a s  part of their job, but not to 
ex p ress  o ther judgem ents (dislike of residents personally). In addition, resident 
a ss is tan ts  w ere in the  unique position of trying to judge p eers  according to rules 
and  policies, but often they  w ere accepting of behaviors b e c a u se  they had done 
the  behaviors them selves. The dialectical tension  reported  in this study 
broadens the  traditional ideas of judgem ent an d  accep tan ce  to include clients, 
not just friends.
Sum m ary
This section exam ined the  dialectical tensions of the  findings section  and 
the w ays in which they b roadened  the  descriptive fram ew ork categories. 
Autonom y/Connection w as b roadened  to include the  connection to the  job and  
the  clients. E xpressiveness/P ro tectiveness w as ex tended  to include involuntary 
self-disclosure that occurs from living in c lose  proximity to residen ts and  
interacting on a  regular basis  with residents. Finally, Judgem ent/A ccep tance  
w as expanded  to apply to  judgem ents m ade a s  a  part of the  job requirem ent.
R esearch  Q uestion Two
R esearch  question two exam ined the  w ays in which the  on-site m an ag ers  
perceived the  requirem ents of expert and friend to be  contradictory. O n-site 
m anagers  w ere  ask ed  to define a  friend and to describe  the  multiple roles they 
had  a s  a  part of their job. The findings supported  the  two tensions the 
re sea rch er had  suspec ted : Equality/Expertise and  Impartiality/Favoritism. This 
section exam ines the  implications of th e se  findings.
Friendship
W hen asked  to describe  a  friend, the  on-site m an ag ers  u sed  definitions 
with similar characteristics. The m ost com m only m entioned characteristics w ere
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supportive, confidential or so m eo n e  you can  trust, and  so m eo n e  you enjoy being 
around. Most participants s ta ted  that there  w ere differing d e g re e s  of friendship. 
The on-site m an ag er’s  definition of friendship w as very similar to Hays (1988)
definition of friendship as:
voluntary in terdependence  betw een  two p erso n s over time, 
that is in tended to facilitate the  social-em otional goals of the  participants, 
and m ay involve varying types and  d e g re e s  of com panionship, intimacy, 
affection, and  mutual a ss is tan c e  (p. 395).
Interestingly, residen t a ss is tan ts  all s ta ted  they would consider som e of 
their residents to be friends. In addition, resident a ss is tan ts  saw  "being a  friend" 
a s  a  part of their job roles. Most resident a ss is tan ts  noted differing levels of 
friendship with their residents.
R esident m an ag ers  w ere divided on the  question of they  considered  any 
of their residents to be  friends. S om e m an ag e rs  s ta ted  tha t they no longer w ere 
friends with residen ts b e c a u se  of experiences in the  past. Yet, th e se  m an ag ers  
a lso  described the job a s  lonely or described  their need  to keep  d istance  from 
their residents a s  a  "real sham e." O ther m an ag ers  said tha t they w ere friends 
with residents, but not "close friends." None of the  resident m an ag ers  felt "being 
a  friend" w as one of their job roles, but several m entioned "being a  shoulder to 
cry on" or "being a  role model" a s  job roles.
Expertise/Equality 
The dialectic of Expertise/Equality is described  by Billig et. al. (1988) 
conception of the  "paradox of the  friendly expert." This tension  occurs w hen 
experts  are  expected  to be friendly, but if they  a re  too friendly it th rea ten s  their 
expertise  and vice versa. T he findings of this study supported  this paradox.
R esident apartm ent m an ag ers  responded  that they w ere generally careful 
not to get "too friendly" with their residen ts so  that they wouldn’t be put in a  bad
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situation. R esident a ss is tan ts  felt m ore ten sio n s  with this dialectic. They w ere 
required a s  a  part of their job role to "be a  friend" to their residents, yet they  also  
n eed ed  to be authority figures. A couple residen t a ss is tan ts  com m ented  on the 
unique nature of the  role requirem ent of being a  friend. The tension occurred 
w hen resident a ss is tan ts  n eed ed  to show  they  w ere being sincere  friends, yet the 
residents knew they  w ere required to be  a  friend a s  a  part of their job. So  for the  
resident a ss is tan ts, friendliness w as se e n  a s  a  form of expertise . However, 
som e resident a ss is tan ts  encoun tered  difficulties w hen they  b ecam e too friendly 
with residents m aintaining their expertise  which led to ten sions of 
Impartiality/Favoritism.
The findings supported  Billig et. al. (1988) "paradox of the  friendly expert." 
This tension seem ed  m ost pronounced for residen t a ss is tan ts  b e c a u se  every 
resident a ss is tan t interviewed described  being a  friend a s  a  job role. Therefore, 
for resident a ss is tan ts  friendliness w as a  form of expertise  which in turn 
prevented the residen ts from seeing  the RA a s  truly friendly.
Impartiality/Favoritism
The tension of Impartiality/Favoritism w as described  by Bridge & Baxter in 
their study of friends tha t w ere a lso  work a sso c ia te s  (1992). This tension also  
occurred for m any of the  on-site m an ag ers  a s  they  dealt with their residents. 
While not all of the  resident m an ag ers  considered  residen ts to be  friends, several 
com m ented that they  did not becom e friends with residen ts b e ca u se  of situations 
in which the resident had  taken ad v an tag e  of them  in the  past. So, even  for 
th o se  m anagers  tha t did not consider residen ts to be  friends, the 
Impartiality/Favoritism dialectic w as important. R esident a ss is tan ts  also  
experienced tensions with Impartiality/Favoritism b e ca u se  they  w ere friends with 
residents on their floors, but they had to enforce rules and  policies which did not
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favor their friends. Nearly all of the  resident a ss is tan ts  m entioned that the  roles 
of friend and  disciplinarian conflicted. A partm ent m angers  a lso  m entioned 
instances of residen ts wanting special favors.
The findings of this study  supported  the  Impartiality/Favoritism dialectical 
tension (Bridge & Baxter, 1992). Especially for resident a ss is tan ts , the  tension 
occurred b ecau se  th e  dem an d s of being a  friend and  the  d em an d s of being an 
enforcer w ere conflicting. The findings a lso  exp an d ed  the  conception of the  
Impartiality/Favoritism dialectic to include individuals tha t w ere  not "friends." 
Instead, just being friendly to a  resident often resu lted  in the  resident asking 
favors.
R esearch  Q uestion Three
This section exam ines the  findings of resea rch  question  th ree  which ask ed  
w hat com m unication stra teg ies  w ere u sed  by on-site m an ag e rs  to m an ag e  the 
dialectical tensions experienced . Eight different s tra teg ies  w ere u sed  to m an ag e  
the  tensions experienced  by the  on-site m anagers: segm entation , denial, 
spiraling inversion, reaffirmation, em pathy, em otion control, speaking a s  a  peer, 
and  defining friendship requirem ents. S egm entation , denial, spiraling inversion, 
and  reaffirmation w ere  stra teg ies  su g g es ted  by Baxter & M ontgomery (1996).
The re sea rch er did not anticipate the u se  of em pathy, em otion control, speaking  
a s  a  peer, or defining friendship requirem ents a s  com m unication s tra teg ies  u sed  
to m anage  dialectical tensions. T h ese  s tra teg ies  a re  exam ined in the  following 
section and the  implications of the  findings for supporting an d  expanding the  
descriptive fram ework of s tra teg ies  are  exam ined.
Segm entation
Segm entation, com partm entalizing parts  of the  relationship, w as the m ost 
com m only u sed  stra tegy  for m anaging tensions of Autonom y/Connection and
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E xpressiveness/P ro tectiveness (Baxter & M ontgomery, 1996). R esident 
m an ag ers  and  resident a ss is tan ts  using this stra tegy  would often seg m en t tim e 
for them selves or physically rem ove them selves from work. Although this 
stra tegy  w as com m only used , problem s occurred w hen the  n e ed s  of residen ts 
spilled over into the  seg m en ted  a re a s . For instance, severa l resident m an ag ers  
com m unicated to their ten an ts  that they  should be  called after hours for 
em ergenc ies only, but often the  residen ts  see m e d  to ignore this m essag e . Som e 
m an ag ers  explicitly defined an em ergency  and  described  the  p rocedures to go 
through to maintain their sp a c e  and  free-tim e. Also, several m an ag ers  refused  to 
d iscuss anything work-related after hours. O ther m an ag ers  "put on different 
hats" after hours and  seg m en ted  their roles accordingly.
In addition, several resident a ss is tan ts  u sed  segm entation  to m an ag e  
tensions of Impartiality/Favoritism. O ne resident a ss is tan t u sed  this stra tegy  to 
determ ine w hen sh e  would be required to write up a  friend tha t w as sm oking 
m arijuana. S h e  had told them  that if sh e  w as to catch it while doing the  activities 
required in her job role, sh e  would have to write them  up. Thus, by segm enting  
w hen sh e  w as a  friend from w hen sh e  w as in the  job role (on duty or roving), the  
resident a ss is tan t w as able to m an ag e  tensions of Impartiality/Favoritism.
Segm entation w as a  com m only u sed  tactic, but it proved difficult to u se  in 
som e instances. S om e resident m an ag ers  without offices and  resident 
a ss is tan ts  do not have se t hours, so  defining w hen w as "after hours" w as 
som etim es difficult. R esident m an ag ers  with offices and  c lear guidelines for 
w hen they should be con tac ted  after hours see m e d  to u se  this stra tegy  m ost 
successfully.
Denial
Denial refers to the  stra tegy  of responding to one pole of the  dialectic at
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the  ex p en se  of the  o ther (Baxter & Montgomery, 1996; Baxter, 1988). Denial 
w as com m only u sed  to m an ag e  the  tensions of Expertise/Equality and  
Impartiality/Favoritism. R esident m an ag ers  often u sed  denial to m anage  
ten sions of Expertise/Equality. Most resident m an ag ers  said  they  w ere careful 
not to get too friendly with their residen ts so  that they  would rem ain professional. 
S om e resident m an ag ers  even  m entioned that their m an ag em en t groups or their 
superv isors had  w arned them  about being too friendly. So, by responding only to 
the  expert a sp e c t of the  dialectic, the  equality a sp e c t is denied. The tension is 
m anaged , but a s  several apartm en t m anagers  noted, the  job can  be very lonely. 
Many m an ag ers  noted a  specific situation in which being too friendly en d an g ered  
their expertise, so  they instead  focused  on rem aining expert. For m ost m an ag ers  
this stra tegy  didn’t seem  very satisfying. Many com m ented  tha t it w as a  sh am e  
that they  had  to do that and  reported feeling like the  "bad people  of the  complex."
Likewise, the  tension of Im partiality/Fairness w as a lso  often m anaged  
through denial with mixed results. O ne resident a ss is tan t described  favoring a  
friend by never enforcing policies against him, but s ta ted  tha t he  had alm ost 
decided  not to com e back the  following y ear b e ca u se  of the  situation. O ne of the 
resident m an ag ers  reported giving a  resident extra b reak s  and  having it com e 
back  to haunt them . Another spoke of not socializing with residen ts in order to 
rem ain impartial, but adm itted that it w as hard b e c a u se  th e re  w ere  people that 
would probably be  good friends otherw ise. So  while denial worked in the  short 
term , w hen the  on-site m anagers  reflected on the  u se  of this stra tegy  m any found 
it le ss  desirable.
Spiraling Inversion
Spiraling inversion w as ano ther com m only used  stra tegy  for m anaging 
ten sions of Autonom y/Connection and E xpressiveness/P ro tectiveness. O n-site
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m an ag ers  using spiraling inversion would respond  to one  pole and  then  to the  
o ther in an  ongoing cycle. Many of the  resident m an ag e rs  reported going to 
coffee or shopping a t certain tim es every day just to get aw ay and  have  time to 
them selves. Most m an ag ers  em ploying this stra tegy  n eed ed  to physically leave 
the  p rem ise and  respond to their n eed  for tim e to th em selv es  and  then  they  could 
com e back  and  deal with the  res id en ts’ n eed s . R esident a ss is tan ts  on all 
c am p u se s  a lso  u sed  this stra tegy  by taking their nights out and  w eekends out to 
get aw ay and  have tim e alone. However, resident a ss is tan ts  would occasionally  
encoun ter problem s even  w hen they  w ere aw ay from the  w orkplace, so  even  
physically removing them selves did not alw ays keep  the  a re a s  of work and 
non-work sep a ra te . For exam ple, one resident a ss is tan t w as aw ay from cam pus, 
but ran into so m eo n e  doing som ething that w as inappropriate, so  sh e  had to deal 
with it, even  though sh e  w as not in the work setting. Overall, spiraling inversion 
see m e d  to be an effective stra tegy  for responding to the  Autonom y/Connection 
and  E xpressiveness/P ro tectiveness dialectical tensions. S om e resident 
m an ag ers  found this stra tegy  difficult b e ca u se  they  had  no a ss is tan t m an ag ers  to 
leave the  responsibility of taking care  of the  com plex.
Reaffirmation
Reaffirmation (integration) is a  stra tegy  in which the  on-site m anager 
recognizes that the  tensions will alw ays exist and  ce leb ra te s  the  complexity of 
the  situation (Baxter & M ontgomery, 1996). S om e of the  resident m an ag ers  and  
resident a ss is tan ts  u sed  this stra tegy  to m an ag e  ten sio n s  of 
Autonom y/Connection and  E xpressiveness/P ro tectiveness. O n-site m an ag ers  
using this stra tegy  com m ented  that the  phone calls in the  middle of the  night and 
the  constan t interruptions w ere just part of the job. In addition, severa l resident 
a ss is tan ts  using this stra tegy  com m ented that the residen ts m ust really care  and
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trust them  to keep  com ing by. O ne resident m an ag er considered  her job an  
ideal retirem ent job and  said  that, "if I w asn ’t here, I’d be  doing volunteer work. I 
know that’s  w hat I’d be doing b e ca u se  I’m not one to sit around, c an ’t do that, 
retire and sit around or you’re gonna die." Several of the  older resident 
m an ag ers  described  the job a s  a  retirem ent or sem i-retirem ent job and  viewed 
the  phone calls after hours a s  a  positive thing, a  w ay to interact with a  variety of 
people.
Em pathv
While I originally did not anticipate the  u se  of this strategy, em pathy w as 
u sed  to m an ag e  the  tension of Judgem ent/A ccep tance. O n-site m an ag ers  would 
try to understand  the  p e rso n ’s  situation by actively listening and  then  would a sk  
the  resident to em path ize  with their position. Many resident m an ag ers  and 
resident a ss is tan ts  ask ed  the  resident to "put yourself in my shoes."  O n-site 
m anagers  would com m unicate that they understood the  person , but that they 
n eed ed  to follow the  rules and  they  w ere just doing their job. Thus, they could 
accep t the person , but still m ake the  judgem ents required of their job. The 
resident w as a sk ed  to be  accepting of this and  to em path ize  with the  m an ag e r’s 
position. This stra tegy  see m e d  to be quite effective for dealing with the  
m an ag er’s  personal need  to be  understanding of the  perso n ’s situation, but still 
fulfill their job n eed  for making uniform judgem ents.
Emotion Control
Likewise, I did not expect m aintaining control of the  expression  of an g er 
and  frustration to be  a  stra tegy  for dealing with ten sions of 
Judgem ent/A ccep tance. O n-site m an ag ers  frequently m entioned the need  to 
maintain control of em otions, especially an g er and  frustration, w hen dealing with 
difficult residents. Outwardly expressing  th o se  em otions would show  personal
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judgem ent, and  while th e  on-site m an ag ers  n eed  to m ake judgem ents according 
to se t rules and policies, they  a re  su p p o sed  to rem ain professional and  not m ake 
personal judgem ents about their residents. In som e situations this tension 
beco m es pronounced, especially  w hen a  resident is yelling a t the  resident 
m an ag er or resident a ss is tan t. Several m an ag ers  m entioned being extrem ely 
patient with residen ts an d  going som ew here  e lse  to ex p ress  their em otions.
Speaking a s  a  P e e r 
O ne stra tegy  u sed  by the  resident a ss is tan ts  to m an ag e  the  tensions of 
Expertise/Equality w as to sp eak  to the  residen ts a s  a  p eer w hen in their authority 
role. While writing up a  resident or asking them  to follow a  policy, resident 
a ss is tan ts  trea ted  the  resident a s  an  adult and  didn’t talk down to them . In this 
way, they could act a s  expert, but still retain a  s e n s e  of equality with the  resident. 
As one RA described  it, "Let them  know that the  issue  is the  issue  and  w hen it’s 
over, it’s  dropped." Only resident a ss is tan ts  seem ed  to u se  this stra tegy  for 
m anaging tensions of Expertise/Equality.
Defining Friendship R equirem ents 
Another unexpected  stra tegy  u sed  to m an ag e  tensions of 
Impartiality/Favoritism w as the  definition of friendship requirem ents. The 
m an ag ers  and  resident a ss is tan ts  using this s tra tegy  s ta ted  tha t a  "true friend" 
would never put them  in a  bad position by asking them  favors that would 
jeopard ize their job. By using the characteristic of support, on-site m an ag ers  
could u se  support to limit a  friend’s behavior. A true  friend would be supportive 
of their job, so  a  true friend would never a sk  them  to do anything that would hurt 
them  in their jobs. This w as an unexpected  twist on the  requirem ents to "help 
out a  friend" which could lead to favoritism, instead  the  m an ag e r’s  friends w ere 
ask ed  to "help them  out" by following policies and  not asking for favors.
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Implications for Com m unication S cholars
O ne contribution to the  field of com m unication from this research  is the  
broadening of the  traditional sep a ra te  relational ca tego ries  of friend, client, 
coworker, neighbor, and  acquain tance . O ne of the  goals of this study w as to 
exam ine a  particular group which ex periences blurred ca tego ries  of relationships. 
R ather than having seg m en ted  roles, the  on-site m an ag ers  w ere enacting 
multiple roles sim ultaneously. If the  relationships of the  on-site  m anager and 
their residents w ere exam ined only a s  a  professional-client relationship, the  
larger picture of blended relationships of friend-neighbor-client would be missing. 
The on-site m an ag er h a s  m uch b roader and  richer relationships than  sim ple 
concrete  ca tegories can  describe.
In addition, the  u se  of a  dialectical perspective w as u sed  to attem pt to 
cap ture  som e of the "complexity and  d isorder of social life, not with the  goal of 
’sm oothing out’ its rough e d g es  but with the  goal of understanding its ongoing 
m essiness" (Baxter & Montgomery, 1996, p. 3). Dialectical theory, a s  
conceptualized by Baxter and  M ontgomery, w as expanded  in this study to 
include tensions of Expertise/Equality which a re  not included in their ca tegories 
of tensions. In addition, the  setting for application of a  dialectical perspective 
w as expanded  in this study to include a  working and  living setting. While 
dialectical perspectives have  often b een  u sed  in studying personal relationships, 
this study also  applied a  dialectical perspective  to the  relationship of an individual 
and  their work. Autonom y/Connection which traditionally refers to either 
rom antic relationships or friendships with a  single person  w as b roadened  to 
include connection with all the  residents. In addition, connection also  w as 
b roadened  to include connection with the  m an ag er’s  job.
E xpressiveness/P ro tectiveness traditionally referred to the  n eed  for the self to be
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protected from the  vulnerability and  risk of self-disclosure while a t the sa m e  time 
needing to d isclose to benefit the  relationship. This conception of 
E xpressiveness/P ro tectiveness w as b roadened  to include involuntary self 
disclosure that occurred from living in c lose  proximity to their clients. In addition, 
Judgem ent/A ccep tance  which traditionally did not include em otional expression  
w as b roadened  to include em otion m anagem ent. Also, the  tension  of 
Judgem ent/A ccep tance  w as traditionally u sed  only to describe  friendships, not 
relationships with clients. However, the  dialectical perspec tives did not account 
for all the  tensions experienced  by the  apartm ent m anagers . A few of the 
resident a ss is tan ts  and  apartm ent m an ag ers  m entioned ten sions that did not fit 
neatly into the  descriptive framework. For exam ple, a  couple resident a ss is tan ts  
m entioned tensions which occurred w hen they  had  to do m ore work b e c a u se  
ano ther resident a ss is tan t had  burned out. In addition, som e of the  apartm ent 
m an ag ers  that w ere coup les m anaging a  property m entioned tensions of being 
around their sp o u se  all the  time. As th e se  c a s e s  illustrate, Baxter and 
M ontgomery’s  ca tegories of dialectical tensions did not neatly fit all the tensions 
experienced by this population. Dialectical theory  h a s  limits in explaining all the 
tensions experienced  by living and  working in the  sam e  place.
In addition, com m unication played a  vital role in m anaging this complexity 
and  disorder. S om e of the  m ost successfu l s tra teg ies  u sed  for m anaging the  
tensions experienced  by th e se  on-site m an ag ers  a re  basic  com m unication 
concepts. Active listening, perception checking, m anaging nonverbal 
com m unication, and  com m unicating consisten t m e ssa g e s  all w ere important 
s tra teg ies for m anaging tensions c rea ted  by the  m an ag er’s  unique working and 
living arrangem ents. Four stra teg ies  w ere d iscovered  that broaden  the stra teg ies  
su g g ested  by Baxter and  M ontgom ery (1996). Em pathy, em otion control.
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speaking  a s  a  peer, and  defining friendship requirem ents w ere  s tra teg ies  u sed  to 
m an ag e  dialectical tensions for this population which might apply to o ther 
populations.
For resident a ss is tan ts , staff m em bers provided a  social support network. 
However, apartm en t m an ag ers  rarely knew  of o ther m an ag ers  and  did not 
a sso c ia te  with them . Several ex p re ssed  the  loneliness of the  job in which they  
had no cow orkers and  n eed ed  to m aintain an  arm ’s  length from their residents. 
Knowledge of o ther s tra teg ies  for m anaging tensions see m s  of practical 
im portance for th e se  m an ag ers  so  that they  could have som e flexibility in 
choosing w hether to develop friendships with their clients. For som e m anagers  
tha t might otherw ise be isolated from interactions (retired or sem i-retired 
individuals), the  job h as  obvious ad v an tag es. For o thers that m ay have n eed s  
for interactions e lsew here, the  job can  be  confining.
This study begins to illuminate so m e practical is su es  for individuals living 
and  working in the  sam e  place. It is likely that ow ners of h om e-based  
b u s in esses  and  telecom m uters would experience m any of the  sam e  tensions. 
T ensions of Autonom y/Connection a re  likely b e c a u se  clients might perceive 
calling the h om e-based  worker at odd hours to be appropriate b e ca u se  they ’re 
alw ays at hom e. In addition, the tendency  to h ave  trouble leaving work "at the 
office" could likely be a  problem for o ther types of h om e-based  workers. 
Monitoring telecom m uter’s e-mail m e ssa g e s  could be a  tension  of 
E xpressiveness/P ro tectiveness. As h o m e-b ased  em ploym ent continues to grow, 
com m unication scholars need  to find w ays to a ss is t th e se  w orkers in m anaging 
tensions that might occur. The s tra teg ies  u sed  by the  participants in this study 
a re  primarily com m unication b ased  stra teg ies. Com m unication stra teg ies  would 
likely be u sed  by other hom e-base  w orkers, such  a s  clearly com m unicating
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boundaries of hom e and  work to em ployers, clients, and  family m em bers. T he 
ad v an tag es  of working a t hom e (flexibility, no com m ute, childcare), could easily  
b e  overshadow ed by th e  ten sions of h o m e-b ased  work, u n less  th e se  tensions 
can  be m anaged  through com m unication.
S uggestions for Further R esearch
The complexity of the  on-slte m an ag er’s  relationships with their clients and 
th e  blurring of traditional con tex ts of Interaction (work and  hom e a s  sep a ra te ) 
might continue a s  m ore people  decide  to work from their hom es. This study Is 
just one  sn ap sh o t Into the  fuzziness experienced  by one  group of hom e-based  
w orkers. While on-slte m an ag ers  probably have  a  situation unlike other 
hom e-based  workers b e c a u se  of their unique relationship with their clients, m any 
of the  tensions experienced  a re  likely to be the  sam e  for o ther hom e-based  
w orkers. As com m unication scholars, w e n eed  to exam ine the  complexity of 
relationships and aim to d iscover how Individuals m an ag e  th o se  relationships 
through com m unication.
This study w as limited to only 27 participants In a  primarily rural a rea . 
Further studies should exam ine If th e se  ten sions a re  p re sen t In o ther geographic 
a re a s . In addition, only two residential motel m an ag e rs  w ere Interviewed, so  I 
w as unable to com pare their re sp o n ses  to the  o ther on-slte m anagers. As m ore 
Individuals begin to work from their hom es, the  ten sions reported by th o se  
w orkers and m ore Importantly the  com m unication stra teg ies  u sed  to m an ag e  
th o se  tensions should be exam ined. A com parison of the  ten sio n s  experienced  
by o ther hom e-based  w orkers and  on-slte m an ag ers  would Illustrate tensions 
Inherent In working at hom e. This study se rv es  a s  a  small beginning contribution 
to  a  larger need  for re search  Into this a rea .
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Appendix A
The results of the  quantitative questions 3A, B, C, and  D a re  reported in 
this appendix. Several of the  resident m an ag ers  and  resident a ss is tan ts  s ta ted  
that they  did not feel they  could give any  of th e se  is su es  a  num erical rating of 
im portance. O ther m an ag e rs  skipped answ ering the  question and  began  
com m enting in m ore qualitative term s. All questions w ere a sk ed  with a  10-point 
sca le , with 1 being very unim portant and  10 being very important.
Q uestion 3A ask ed  how im portant of an  issu e  the  participants thought 
privacy w as for them . A nsw ers varied on this question and  severa l responden ts  
said  they  could not give it a  rating. T he m ean  and  m edian for the  entire group of 
participants and  for each  subgroup  a re  listed below (apartm ent m an ag ers  and  
m otel m an ag ers  w ere com bined due  to the  limited num ber of motel m anagers). 
TOTAL GROUP (21); 6 .83 M ean 8 M edian
R esiden t M anagers (9): 8 .05 M ean 8 M edian
R esiden t A ssistan ts (12): 5.91 M ean 8 M edian
Q uestion 3B ask ed  the  participants to rate the  im portance of the issu e  of 
fa irn e ss . Few er participants an sw ered  this question, but th o se  tha t did w ere 
often very em phatic about their answ ers. T he m ean  and  m edian for question 
3B w ere:
TOTAL GROUP (20): 8 .80 M ean 10 M edian
R esiden t M anagers (9): 9 .44 M ean 10 M edian
R esiden t A ssistan ts (11): 8 .27  M ean 9.5 M edian
Q uestion 3 0  a sk ed  participants to rate the  im portance of rule 
en fo rcem en t. Again, severa l participants did not give this issu e  a  num erical 
value. M ean and m edian for question 3 0  were:
TOTAL GROUP (18); 9 .028 M ean 9.5 M edian
R esiden t M anagers (8): 9 .063 M ean 9.5 Median
R esiden t A ssistan ts (10): 9 .000 M ean 9.5 Median
Q uestion 3D ask ed  participants to rate the  im portance of confidentiality. 
This question had  the  m ost resp o n se . M ean and m edian w ere:
TOTAL GROUP (23): 9 .543 M ean 10 M edian
R esiden t M anagers (11): 9 .136 M ean 10 M edian
R esiden t A ssistan ts (12): 9 .917 M ean 10 Median
As this quantitative d a ta  illustrates, all of th e se  issu es  w ere important to 
both resident a ss is tan ts  and  resident m anagers . However, m any of the 
m an ag e rs  felt they could not a ssign  a  num erical value to th e se  issues. Instead, 
they  preferred to give detailed descriptions and  exam ples of th e se  tensions and  
issu es .
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A ppendix B 
Written Consent Form
As part of my m aste r’s  work In Com m unication S tudies a t the  University of 
M ontana, I am  studying the  ten sions faced  by resident a ss is tan ts , residential 
apartm ent m anagers , and  residential m otel/hotel m an ag ers  b e ca u se  of their 
unique working situation. I would like to interview residential m anagers  to h ear 
their opinions.
I am  asking your perm ission to participate in an  interview for this purpose. 
If you a re  younger than  18 y ears  old, you a re  not eligible to participate. The 
interview should last about one  hour. In this tim e I would like to a sk  you a  few 
questions about your experiences. I will enco u rag e  you to tell your thoughts and 
feelings about any of the  tensions faced  by individuals living and  working in the 
sam e  place.
Som e or all of the  information obtained from the  interview will be  included 
in my final paper, but all n am es  will be kept confidential. If you grant me 
perm ission, I m ay also  tap e  the  interview. All information from audio-tapes and 
d a ta  sh ee ts  will be kept in a  secu red  a re a  and  will be  destroyed  upon com pletion 
of this study. Only myself and  my superv isor will have a c c e s s  to this information.
If you feel that any part or all of this interview should be  excluded from 
use, p lease  tell m e im m ediately following the  interview. You m ay ch oose  to not 
an sw er any question or end  the  interview a t anytim e. If you would like, I will mail 
a  one  p ag e  sum m ary of the results to you following the  com pletion of my study.
I,___________________________________ , have  read  the  above information
and  ag ree  to be interviewed.
Participant S ignature:_______________________________
D ate:___________________
If applicable:
I ,_____________________________ , ag ree  to  have  the  interview taped .
Participant S ignature:_________________________________
Q uestions or concerns. P le a se  contact: April Ennis Keippel (406) 728-5515 or 
P ro fesso r Sally Planalp (406) 243-4951.
In the  event you are  injured a s  a  result of this resea rch  you should individually 
s e e k  appropriate m edical treatm ent. If the  injury is c au se d  by the  negligence of 
the  University or any of its em ployees, you a re  entitled to re im bursem ent or 
com pensation  pursuant to the  C om prehensive S ta te  Insurance Plan estab lished  
by the  D epartm ent of Administration under the  authority of M.C.A., Title 2, 
C hap ter 9. In the event of a  claim for such injury, further information m ay be 
obtained from the University’s  Claim s R epresen tative or University Legal 
C ounsel.
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Appedix C 
Interview Schedule
1.Describe your job.
A. What do you like best about your job?
B. What do you like least about your job?
2. What are some of the advantages of living where you work?
A. What are some of the disadvantages?
3. On a  scale from very important a s  a ten to very unimportant as a one, how important 
of an issue is:
A. Privacy?
1. (If important) describe a situation in which privacy was an issue, 
a. What ways (strategies) do you use to deal with 
tensions regarding privacy?
B. Fairness (treating residents equally)?
1. (If important) describe a situation in which fairness was an issue, 
a. What ways (strategies) do you use to deal with tensions 
regarding fairness?
C. Rule enforcement?
1. (If important) describe a  situation in which rule enforcement was an 
issue.
a. What ways (strategies) do you use to deal with tensions 
regarding rule enforcement?
D. Confidentiality?
1. (If important) describe a  situation in which confidentiality was an issue, 
a. What ways (strategies) do you use to deal with tensions 
regarding confidentiality?
4. What is your definition of a  friend?
a. Would you consider any of your residents to be friends?
5. Have you ever encountered a  situation where your relationship with a  resident
caused tensions with your job duties?
A. Tell me about what happened.
B. What do you generally do in this type of situation?
6. What are some of the multiple roles you have as  part of your job?
a. Do these ever conflict? If so, in what ways?
7. What are some of differences between your job living where you work and traditional 
jobs away from home?
8. How do you deal with tensions or conflicting demands, if any, that occur from living
and working in the sam e place?
Probe: If I was going to start a  job like this, what advice would you give me for 
dealing with these tensions?
9. Is there anything else you’d like to tell me about the tensions from living where you 
work?
10. Do you know of anyone else in a similiar position who I might interview?
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